me* 


please  return 
Automation 

Planning 


STATE  DOCUMENTS  COLLECTION! 

MONTANA  STATE  LIBRARY! 

1515  E.  6th  AVE. 
HELENA.  MONTANA  59620 


Team 
Study 


MONTANA  DEPARTMENT  OF  SOCIAL  AND  REHABILITATION  SERVICES        •  PO   BOX  4210         •         HELENA,  MT  59604 


MONTANA  STATE  LIBRARY 

S  361.00285  S26apt  1985  c"  °"AKY 

Automation  planning  team  study  / 


3  0864  00053417  5 


AUTOMATION  PLANNING  TEAM  STUDY 
September,  1985 


MONTANA  DEPARTMENT  OF 
SOCIAL  AND  REHABILITATION  SERVICES 


Dave  Lewis 
Department  Director 


Digitized  by  the  Internet  Archive 

in  2010  with  funding  from 

Montana  State  Library 


http://www.archive.org/details/automationplanni1985mont 


Montana  Department  of 
Social  and  Rehabilitation  Services 

AUTOMATION  PLANNING  TEAM  STUDY 

September,  1985 


Study  Team  Members: 

Ron  Brown 
John  Chappuis 
Deborah  Christiansen 
Bill  Ikard 
Ben  Johns 
Wanda  Stout 
Pete  Surdock 
Peggy  Williams 
Linda  Worsdell 


Division 

Centralized  Services 

Audit  Bureau 

Lewis  &  Clark  County  Office  of  Human  Services 

Economic  Assistance 

Director's  Office 

Jefferson  County  Office  of  Human  Services 

Community  Services 

Vocational  Rehabilitation 

Developmental  Disabilities 


Consultants: 

James  Freeman 
Darlene  Chamberlin 


IBM  Application  Transfer  Team  Consultant 
IBM  Systems  Engineer 


Secretarial  Support 

Lori  Harris 
Jan  London 
Debbie  Smithson 
Karen  Whyde 

Artwork 


Marlene  Kennedy 


Montana  Department  of 
Social  and  Rehabilitation  Services 

AUTOMATION  PLANNING  TEAM  STUDY 


TABLE  OF  CONTENTS 

Page 

Executive  Summary  1 

Recommendations  1 

Chapter 

I .     INTRODUCTION 

Goal  and  Objectives  of  the  APTS  Plan 1-1 

System  Criteria    I_2 

Function  of  an  Automated  System  1-2 

Study  Methodology 1-3 

II.     CURRENT  ENVIRONMENT 

Overview II-l 

Inventory  of  Hardware  and  Software   II-3 

III .     PROBLEMS/ACTIONS/BENEFITS 

Overview  of  Methodology  III-l 

Data  Processing III-2 

Document  Creation,  Capture  &  Revision  (Word  Processing)  III-5 

Document  Filing,  Indexing  and  Retrieval  III-6 

Information  Distribution   III-8 

Management  and  Administrative  Issues   111-10 

IV.     GENERAL  SYSTEMS  NEEDS 

Introduction   IV-1 

The  Automation  Plan IV-1 

Hardware  and  Software  Needs  IV-5 


li 


Chapter  Page 
V.     IMPLEMENTATION  PLAN 

Introduction   V-l 

Executive  Steering  Committee   V-l 

Implementation  Plan V-2 

Selection  Criteria   V-3 

Implementation  Plan  Schedule   V-3 

VI.     COST/BENEFIT  ANALYSIS 

Introduction VI-1 

Tangible  Benefits  VI-1 

Intangible  Benefits  VI-2 

General  Productivity  Benefits  VI-3 

Phase  II:  Statewide  Cost  Analysis VI-4 

Cost  Assumptions VI-11 

Pilot  Projects VI-17 

Glossary  of  Terminology  1 

Appendices 

A.  Study  Planning  Steps   A-l 

B.  Correspondence  Used  in  Study B-l 

C.  Questionnaires  Used  in  Study C-l 

D.  Organizational  Charts  D-l 

E.  Questionnaire  Recipients  and  Interviewees/Schedules  ....  E-l 

F.  Interview  Problem  Statements  by  Category   F-l 

G.  Categories  of  Needs  for  Systems  Analysis   G-l 

H.    Questionnaire  Problem  Statements   H-l 


-  xxi  - 


EXECUTIVE  SUMMARY 


AUTOMATION  PLANNING  TEAM  STUDY 
(APTS) 
EXECUTIVE  SUMMARY 


The  Department  of  Social  and  Rehabilitation  Services  has  long  recognized  the 
importance  of  automated  information/data  handling  systems  as  efficient  tools 
for  the  organization  in  reaching  their  goals  and  objectives.  The  increasing 
demands  for  services  on  the  part  of  the  general  public  have  challenged  the 
Department  to  continue  to  meet  the  service  needs  of  all  its  citizens  within 
the  framework  of  existing  resources.  In  order  to  meet  this  challenge,  the 
Department  must  find  better  ways  to  communicate  needed  information  on  a 
timely  basis,  coordinate  and  share  information  resources  among  its  divisions 
and  increase  employee  productivity. 

Following  is  a  brief  overview  of  the  intent,  contents  and  result  of  this 
Automation  Planning  Study. 


Automation  Planning  Team  Study  (APTS)  -  Chapter  I 

The  goal  of  the  APT  Study  is  to  conduct  a  comprehensive  examination  of  the 
Department  information/data  activities  and  identify  designs  for  providing 
productivity  increases  throughout  the  Department  by  the  development  of 
cost-justified,  short  and  long  range  plans  addressing  automated  information 
management  systems. 


Current  Environment  -  Chapter  II 

The  current  automated  environment  was  examined  in  order  to  determine  how  the 
Department's  existing  capacities  fulfill  the  major  areas  of  concern. 


Problem  Identification,  Actions  &  Benefits  -  Chapter  III 

Common  needs  and  concerns  involving  collecting,  sorting,  calculating,  filing 
and  retrieving  data;  along  with  information  about  inadequate,  late,  inaccu- 
rate, or  lost  communications  were  identified  through  a  sampling  of  245 
employees  using  a  structured  questionnaire.  Ninty-three  percent  (93%)  of  the 
questionnaires  were  completed  and  returned.  The  survey  identified  296 
specific  problem  statements.  Sixty  employees  were  selected  to  participate  in 
group  interviews,  from  which  the  APT  Study  identified  an  additional  196 
problem  statements.  All  of  the  comments  received  are  compiled  in  Appendices 
F  and  H.  The  interview  problems  were  consolidated  into  five  major  areas  of 
concern,  which  are: 

1.  Data  Processing  Issues 

2.  Document  Creation,  Capture  and  Revision  Issues 

3.  Document  Filing,  Indexing  and  Retrieval  Issues 
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4.  Information  Distribution  Issues 

5.  Management  and  Administrative  Issues 

General  Systems  Needs  -  Chapter  IV 

General  needs  requirements  were  identified  and  a  skeletal  system  design  was 
developed  which  will  directly  impact  on  the  identified  automation  needs  of 
the  Department. 


Implementation  Plan  -  Chapter  V 

An  implementation  plan  was  developed  which  will  allow  the  Department  to 
incrementally  reach  its  needed  automation  goals.  The  implementation  plan 
consists  of  three  phases. 


Cost/Benefit  Analysis  -  Chapter  VI 

The  IBM  methodology  applied  by  the  Study  Team  indicates  that  the  Department 
may  realize  an  overall  20  percent  productivity  improvement  opportunity.  This 
gross  improvement  opportunity  could  equate  to  approximately  $5  million  per 
year  benefits  once  the  total  system  is  in  place.  Cost  analysis  involved  in 
the  APT  Study  focus  on  the  six  following  areas: 

1.  Hardware  Purchases, 

2.  Software  Purchases, 

3.  Additional  Personnel, 

4.  Training  End-Users  and  DP  Personnel, 

5.  Expenses  related  to  the  installation  of  equipment  at  the  pilot 
sites,  and 

6.  Annual  recurring  costs. 

Benefit  analysis  will  be  addressed  by  the  Implementation  Team  as  a  part  of 
the  proposed  pilot  site  office  automation  study.  Factors  that  the 
Implementation  Team  will  need  to  consider  are: 

1.  COST  AVOIDANCE  -  The  future  costs  that  can  be  avoided  due  to 
increased  productivity  resulting  from  implementation  of  APTS. 

2.  VALUE  ADDED  -  The  benefits  reflected  in  the  performance  of 
additional  services  by  the  present  number  of  staff  because  of  the 
time  savings  resulting  from  automation  of  manual  procedures. 
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RECOMMENDATIONS 


APTS  RECOMMENDATIONS 


The  implementation  of  office  automation  throughout  the  Department  will 
result  in  a  capital  cost  of  $3  million  for  Phase  I  and  II  to  occur  during  the 
next  two  years,  and  an  annual  operating  cost  of  $560,000  once  the  total 
system  is  in  place.  Specific  equipment  and  software  noted  in  the  plan  is 
based  on  best  information  available  at  this  time.  The  equipment  ultimately 
purchased  is  subject  to  changes  identified  by  the  Implementation  Team. 

Implementation  Recommendations 

The  APT  Study  makes  the  following  recommendations  for  a  phased-in  implementa- 
tion plan: 

Phase  I  -  October  3,  1985  -  June  30,  1986 

*  The  establishment  of  an  Executive  Steering  Committee. 

*  The  establishment  of  an  Implementation  Team. 

*  Pilot  an  office  automation  system  in  two  Department  locations 
(recommendation:   Billings  District  Office  and  Lewis  and  Clark 

County  Office) . 

*  Develop   an   on-line   system   for   the   Department's   procedure 
manuals. 

*  Develop  a  scheduling/calendaring  system  for  management. 

*  Staff  training  for  existing  equipment. 

Phase  II  -  July,  1986  -  July,  1988 

*  Replication  of  an  office  automation  and  on-line  capability  at 
all  Department  locations. 

Phase  III  -  October,  1985  -  Indefinite 

*  Resolve  problems  with  the  current  data  base  systems  and  capabil- 
ities. 

One  of  the  main  themes  in  all  of  the  problem  statements  submitted  to  the  APT 
Study  dealt  with  the  deficiencies  of  the  current  SRS  data  base.  Primarily 
these  problems  involved  the  inaccessibility  of  data,  inability  for  direct 
input,  and  inaccuracy  of  information.  Problems  and  solutions  with  the 
overall  SRS  data  base  are  extremely  complex  and  beyond  the  scope  of  the  APT 
Study.  However,  it  is  critical  that  the  Implementation  Team  address  this 
larger  issue. 

Conclusion 

The  APT  Study  recommends  this  document  be  adopted  as  the  framework  for 
automation  of  the  Department.  As  a  result  of  office  automation,  the 
Department  should  realize  approximately  $1.6  million  in  net  savings  oppor- 
tunities in  the  first  year  of  full  implementation. 
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INTRODUCTION 


CHAPTER  I 
INTRODUCTION 


Goal  and  Objectives  of  the  Automation  Planning  Team  Study 

The  mission  of  the  Department  of  Social  and  Rehabilitation  Services  (SRS)  is 
to  provide  assistance  to  state  citizens  in  need.  Services  range  from  public 
assistance  —  including  food  stamps  and  medical  assistance  for  the  needy  — 
to  care  and  training  of  the  developmentally  disabled.  Services  are  also 
provided  to  children  and  adults  who  are  in  danger  of  abuse  or  exploitation, 
to  the  blind  and  partially  blind,  to  senior  citizens,  and  to  the  handicapped. 

At  the  current  time,  approximately  1100  employees  provide  these  diversified 
services  and  assistance  to  65,000  Montanans  at  an  annual  cost  of  $235  mil- 
lion. The  volume  of  information  needed  to  administer  the  programs,  coupled 
with  the  need  to  reach  optimum  efficiency  in  a  time  of  diminishing  resources, 
demands  that  automation  be  considered  as  a  primary  management  tool. 

To  begin  the  move  toward  increased  automation,  an  Automation  Planning  Team 
(APT)  of  selected  staff  members  developed  the  plan  contained  in  this  docu- 
ment.  The  Planning  Team  was  assisted  by  an  application  transfer  team  from 

IBM. 


Goal 

The  goal  of  the  Planning  Team  was  to  develop  a  method  of  providing  productiv- 
ity increases  through  automation. 

Objectives 

°   Develop  a  cost-justified  short  and  long  range  plan 

°   Enhance  managerial,  professional  and  clerical  productivity 

°   Improve  access  to  information  for  decision  making 

°   Streamline  communications  and  enhance  information  flow 

0   Simplify  document  preparation  and  improve  quality 

°   Reduce  the  physical  distribution  and  filing  of  paper  through  the  use  of 
automation 

°   Reduce  redundant  activities 

°   Identify  effective  time  management  tools 
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System  Criteria 

The  plan,  which  is  Department-wide,  was  required  to  meet  certain  system 
criteria.  The  plan  itself  does  not  specify  all  the  items  in  detail,  but  it 
must  at  least  set  the  stage  for  the  criteria  to  be  met  in  the  eventual  system 
design. 

°   All  systems  hardware  and  software  must  be  compatible 

°   Staff  at  all  levels  of  the  organization  must  be  involved  and  informed  of 
changes 

°   Adequate  training  must  be  provided 

°   The  security  of  computerized  information  must  be  assured 

0   Adequate  output  capability  must  be  assured  (i.e.,  CRT's,  printers,  plot- 
ters and  local  memory) 

Communication  with  the  host  computer  must  be  provided  for  communication 
and  data  storage/backup 

°   Adequate  systems  documentation  must  be  provided 

°   An  adequate  number  of  terminals  must  be  provided  to  meet  executive, 
managerial,  line,  and  clerical  needs 


Functions  of  An  Automated  System 

An  Office  Automation  System  utilizes  computer  technology  to  carry  out  the 
following  office  functions: 

1 .  Document  Processing 

a.  Correspondence  preparation 

b.  Forms  preparation 

c.  Electronic  storage  of  data  (filing) 

2.  Electronic  Communication  (Mail) 

a.  Composition   and   editing   of   informal   messages   and   other 
correspondence 

b.  The  generation  of  standard  messages  for  transmission  on  estab- 
lished schedules 

c.  Electronic  transmission  of  messages  to  individual  addresses  or 
lists  of  correspondents 

d.  Electronic  storage  and  retrieval  of  received  mail 
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3.  Executive  Support  System 

a.  Electronic  calendaring  including  personal  calendars,  public 
calendars  and  external  events  calendars 

b.  Directories  of  key  officials,  telephone  numbers,  etc. 

c.  Tickler  files 

d.  Calculator  functions 

4 .  Management  Information  System  (MIS)  Interface 

a.  Organizational  data  systems 

b.  Decision  support  models 

c.  Program  monitoring  systems 

d.  Electronic  filing  systems 


It  is  important  to  note  that  an  organization  is  not  automatically  improved  by 
installation  of  an  automated  system.  An  Office  Automation  System  is  simply  a 
set  of  tools  which  may  be  used  to  increase  the  productivity  of  staff  through 
the  reduction  of  inefficient  and  duplicative  practices.  In  order  for  an 
Automated  Office  System  to  increase  productivity,  it  is  necessary  that  staff 
be  trained  in  its  use  since  an  Office  Automation  System  consists  of  people 
and  procedures  as  well  as  hardware  and  software. 


Study  Methodology 

This  study  used  a  methodology  developed  by  the  IBM  Corporation  which  has  been 
used  successfully  in  over  1,600  studies.  We  used  IBM  methodology  because  it 
allowed  us  to  expedite  the  planning  process  while  using  a  proven  technique. 

This  planning  effort  began  with  a  presentation  to  executive  management  out- 
lining the  purpose  of  the  study  and  seeking  management's  support  for  the 
project.  Members  for  the  Automation  Planning  Team  were  then  selected  and 
technical  advisors  arranged  from  IBM  to  work  with  the  task  force  through 
their  Applications  Transfer  Team  Program. 

During  September,  interviews  were  held  with  representatives  of  Department 
staff  at  all  organizational  levels.  The  interviews  were  held  to  clarify 
Office  Automation  needs  of  the  Department  through: 

1.  Identification  of  current  problems  in  obtaining,  processing  and 
using  information,  and 

2.  Identification  of  problems  resulting  from  the  current  inability  to 
share  relevant  and  appropriate  information  among  the  various  types 
of  staff,  offices,  and/or  divisions  of  the  Department. 
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The  individuals  interviewed  are  listed  in  Appendix  E.  The  problem  statements 
recorded  during  the  interviews  are  documented  in  Appendix  F. 

In  addition  to  the  interview,  four  self-administered  questionnaires  were  used 
to  collect  more  detailed  information.  Appendix  C  contains  copies  of  these 
questionnaires. 

These  questionnaires  were  sent  to  a  representative  selection  of  managerial, 
supervisory,  professional  and  clerical  staff  to  identify  the  amount  of  time 
spent  processing,  handling,  and  using  information  and  to  identify  problems  in 
information  processing.  Appendix  H  contains  the  problem  statements  from  the 
questionnaires. 

After  the  information  was  gathered,  the  Study  Team  analyzed  the  data  and 
developed  an  Office  Automation  Plan  to  meet  the  needs  that  were  identified. 
The  steps  in  this  plan  development  process  include: 

1.  Defining  the  current  environment  and  identifying  information  system 
problems. 

2.  Analyzing  the  information  obtained  and  determining  the  information 
management  needs  of  the  Department. 

3.  Developing  the  general  specifications  for  an  Office  Automation 
System  to  meet  these  information  management  needs. 

4.  Conducting  a  Cost  Benefit  Analysis  (CBA)  for  the  Office  Automation 
System  developed. 

5.  Developing  a  plan  to  implement  the  Office  Automation  System. 

The  study  methodology  is  described  in  detail  in  Appendix  A.  Below  is  a 
graphic  description  of  the  steps  involved  in  the  project. 

PLANNING  SESSIONS 


INTERVIEWS 


QUESTIONNAIRES 


PROBLEMS 


[REI* 


REQUIREMENTS 


SOLUTION 


-^   IMPACT   4" 


ACTIVITIES 


COST 


-^  CBA  ^~ 


BENEFITS 


RECOMMENDED  IMPLEMENTATION  PLAN 


PILOT 


1-4 


CURRENT  ENVIRONMENT 


CHAPTER  II 
CURRENT  ENVIRONMENT 


The  Department  of  Social  and  Rehabilitation  Services  is  one  of  18  State  of 
Montana  Departments  established  by  the  Executive  Reorganization  Act  of  1970. 
The  Department  exists  to  serve  the  needs  of  the  disadvantaged  citizens  of 
Montana. 

The  Department  of  Social  and  Rehabilitation  Services  is  a  large  and  complex 
organization.  Programs  are  financed  by  a  combination  of  local,  state,  and 
federal  monies  with  an  annual  budget  of  approximately  $235  million.  The 
staff  of  approximately  1100  employees  are  in  the  state  office  and  district 
and  county  offices  throughout  the  state. 

Services  provided  to  approximately  65,000  citizens  of  the  state  include: 

°  Aid  to  Families  With  Dependent  Children  (AFDC) 

0  Medicaid 

°  Low  Income  Energy  Assistance  (LIEAP) 

°  Home  Weatherization 

0  Food  Stamps 

°  Commodity  Distribution 

°  General  Assistance 

°  Child  Protective  Services 

°  Adult  Protective  Services 

°  Foster  Care 

°  Day  Care 

°  Adoption 

°  Aging  Services 

°  Rehabilitative  Services 

°  Services  to  the  Visually  Impaired 

°  Disability  Determination 

°  Services  to  the  Developmentally  Disabled 

The  current  environment  for  the  purposes  of  this  study  is  defined  as  the 
status  of  automation  within  the  Department  as  of  September  1,  1985.  The 
Department's  automated  systems,  for  the  main  part,  involve  the  use  of  the  IBM 
3033  (to  be  upgraded  to  an  IBM  3081)  host  computer.  The  recent  introduction 
of  microcomputers  is  intended  to  enhance  worker  productivity  and  should  not 
significantly  reduce  the  number  or  size  of  applications  residing  on  the  host 
computer.  Word  processing  within  the  Department  is  performed  on  equipment 
ranging  from  electric  typewriters  to  IBM  Displaywriters  and  IBM  Personal 
Computers.  There  is  currently  only  one  small  network  of  three  microcomputers 
and  two  printers.  All  other  PC's  and  Displaywriters  operate  in  the  stand- 
alone mode.  The  IBM  8130  distributed  processor,  located  in  the  state  office, 
is  currently  used  as  a  Remote  Job  Entry  (RJE)  device  -  no  applications  cur- 
rently reside  thereon. 

The  Department  has  five  major  automated  data  systems  and  is  a  heavy  user  of 
two  statewide  systems.  These  systems  are  grouped  into  two  functional  areas, 
as  follows: 
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Provision  of  client  services. 

a.  Montana  Income  Maintenance  System  (MIMS) . 

b.  Low  Income  Energy  Assistance  Program  System  (LIEAP) . 

c.  Client  Data  Base. 

d.  First  Check  in  the  County  System. 

e.  Medicaid  Management  Information  System  (MMIS) .   This  system  is 
operated  under  contract  by  a  fiscal  intermediary. 

Accounting  and  personnel  management. 

a.  Statewide  Budget  and  Accounting  System  (SBAS) . 

b.  Payroll/Personnel  System. 
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MONTANA  DEPARTMENT  OF  SOCIAL  &  REHABILITATE  SERVICES 
INVENTORY  OF  INSTALLED  COMPUTER  EQUIPMENT 
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CHAPTER  III 
PROBLEMS/ACTIONS/BENEFITS 


Overview  of  Methodology 

Effective  day-to-day  management  of  the  SRS  organization,  as  defined  for  the 
study,  requires  the  availability  of  accurate  and  current  information.  The 
information  must  be  readily  accessible  at  all  levels  of  management.  The 
information  must  also  be  current  and  comprehensive  in  order  to  provide  the 
basis  for  effective  decision  making. 

In  order  to  ascertain  the  extent  of  APTS-related  problems  within  the  organi- 
zation, representatives  from  all  departmental  units  completed  questionnaires 
and  were  interviewed.  The  range  of  staff  included  executive  management 
through  clerical  staff.  A  total  of  296  problem  statements  were  received 
(Appendix  H)  .  The  problems  were  consolidated  into  five  major  areas  of 
concern  which  are:  1)  Data  Processing;  2)  Document  Creation,  Capture  and 
Revision  (Word  Processing) ;  3)  Document  Filing,  Indexing  and  Retrieval; 
4)  Information  Distribution;  and  5)  Management  and  Administrative  Issues. 
The  categories  are  briefly  described  below. 

DATA  PROCESSING  -  The  systematic  performance  of  operations  on  data  such  as 
numerical  processing,  sorting,  and  data  base  management.  This  incorporates 
the  end  users'  interface  with  data  processing  and  includes  such  concerns  as 
data  availability,  turnaround  time  and  report  formats. 

DOCUMENT  CREATION,  CAPTURE  AND  REVISION  (WORD  PROCESSING)  -  The  keying  and 
storing  of  document  text/data  for  subsequent  revision,  editing  and  printing. 

DOCUMENT  FILING,  INDEXING  AND  RETRIEVAL  -  The  capability  to  store  text  files 
(documents)  in  a  disk-based  library,  document  indexing  and  retrieval  of  docu- 
ments for  viewing,  printing  or  editing. 

INFORMATION  DISTRIBUTION  -  The  ability  to  electronically  transmit  a  message 
or  document  to  specified  users'  terminals  for  viewing. 

MANAGEMENT  AND  ADMINISTRATIVE  ISSUES  -  The  ability  to  support  managers'  deci- 
sions by  providing  relevant  information  quickly  and  efficiently.  Problems 
needing  management's  attention  but  not  necessarily  solvable  through  automa- 
tion are  included  in  this  section. 

Based  on  the  interview  results,  the  most  common  problem  areas  within  the 
organization  are  listed  below. 

1.  Data  Processing, 

2.  Document  Filing,  Indexing  and  Retrieval, 

3.  Management  and  Administrative  Issues,  General  Problems, 

4.  Document  Creation,  Capture  and  Revision  (Word  Processing),  and 

5.  Information  Distribution. 
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User  problems,  actions,  and  the  associated  benefits  were  summarized  using  an 
IBM  provided  methodology. 

Specific  problems  raised  as  part  of  the  interview  process  are  listed  by  the 
five  categories  in  Appendix  G.  The  following  summary  consists  of  general  and 
specific  problem  statements  which  are  reflective  of  the  Department  as  a  whole 
and  are  organized  according  to  the  above  functional  areas. 

A  problem  is  stated,  followed  by  the  action  needed  to  effect  a  solution, 
followed  by  the  benefits  gained. 

DATA  PROCESSING 

General  Problem  Statement: 

Existing  computer  systems  and  associated  procedures  are  not  providing  timely, 
accurate  and  readily  accessible  information  to  users. 

DPI.     Problem:   There  is  a  lack  of  centralized  files  accessible  to  district 

and  county  offices. 

Action:    Develop  a  centralized  Departmental  data  processing  system. 

Benefit:  Would  provide  immediate  access  to  current  information  from 
a  single  source,  reduces  the  need  to  duplicate  at  the  local 
level,  saves  time  and  telephone  calls  and  provides  more 
accurate  information. 


DP2.     Problem:   Access  to  much  information  is  manual, 

mation  is  manual. 


Updating  the  infor- 


Action:  Make  many  manually  maintained  records  available  for  viewing 
and  updating  on-line  from  the  central  computer  for  author- 
ized user. 

Benefit:  This  would  reduce  the  large  amount  of  time  people  now  spend 
on  maintaining  files  and  provide  much  more  rapid  access  to 
current  information. 


DP3 .    Problem:   Existing  computer  files  are  accessible  to  most  users  only 

in  batch  mode;  (i.e.,  no  on-line,  real  time  capability). 

Action:    Must  expand  terminal  access  to  include  computer  files  now 
available  only  in  batch  mode. 

Benefit:   Replace  huge  reports  and  allow  the  users  to  access  their 
own  data  on  their  own  terms. 
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DP4.  Problem:  DP  cannot  keep  up  with  requested/required  tasks  and  many 
people  have  stopped  asking.  Sometimes  data  is  available 
but  requires  a  special  program  to  be  written  to  access  it 
for  special  reports. 

Action:  Provide  easy  access  to  "canned"  programs,  program 
generators,  or  inquiry  facilities  (i.e.,  non-programmer 
interface  to  the  computer) . 

Benefit:  Reduces  or  eliminates  the  time  required  to  get  a  program 
written,  thus,  saving  programmer  costs  and  end  user 
frustration. 


DP5.     Problem:   The  end  users  receive  hard  copy  information  that  should  be 

available  from  a  computer  terminal. 


Action:    Establish   access   to   computer   data 
information  rapidly. 


provide   needed 


Benefit:  Accurate  information  available  more  rapidly  -  ability  to 
get  exact  information  required,  reducing  the  cost  of  the 
machine  time,  operator  time  and  paper. 


DP6.     Problem:   People  do  not  have  access  to  on-line  computer  files  in 

order  to  make  inquiries  (now  getting  voluminous  reports 
containing  too  much  data) . 


Action: 


Must  have  terminal  access  to  on-line  computer  files. 


Benefit:   Inquiries  can  be  made  to  computerized  data  and  results 
obtained  in  a  selective  manner. 


DP7.     Problem:   Some  computer  resources  (hardware/software)  are  outdated, 

difficult  to  use  or  nonexistent. 

Action:  Existing  computer  resources  (hardware/software)  should  be 
reviewed  for  obsolescence  and  cost-effectiveness. 

Benefit:  Enhanced  automated  support  systems  will  improve  cost/bene- 
fit of  services  and  increase  responsiveness  to  public 
demand . 
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DP8.     Problem:   Graphics  design  and  mathematical  computations  are  being 
performed  manually. 

Action:  Where  practical  and  cost  effective,  automated  support 
systems  should  be  provided  to  staff  performing  these 
functions. 

Benefit:  Insure  the  equipment  provided  is  capable  of  word  processing 
and  data  processing.  Where  required,  graphics  design  and 
output  capabilities  should  be  provided  to  improve 
productivity  and  reduce  costs. 


DP9.     Problem:   Current  automated  capabilities  do  not  satisfy  end  users 

requirements  for: 

*  Projections/Forecasting 

*  Management  Data  Analysis 

*  Complex  Calculations 

*  Spread  Sheet  Analysis 

*  Producing  and  Maintaining  Lists 

*  State  and  Federal  Reports 

Action:  Workload  Analysis  Capabilities  for  the  above  mentioned 
support  areas  should  receive  priority  development  and 
training. 

Benefit:  Productivity  improvements  at  the  managerial  level  could 
offset  development  costs.  Time  required  to  perform  these 
functions  could  be  channeled  into  improved  service  to  the 
public. 


DP10.    Problem:   There  is  a  lack  of  on-line  access  to  other  government 

agency  information  (i.e.,  Social  Security,  Job  Service, 
Worker's  Compensation). 

Action:  Replace  current  systems  with  systems  providing  on-line 
access  to  information  available  within  other  government 
agencies. 

Benefit:  More  timely  access  to  other  agency  data,  improved  client 
service  time,  error  reduction,  and  reduction  in  duplication 
of  efforts. 


Ill  -  4 


DOCUMENT  CREATION,  CAPTURE  AND  REVISION  (WORD  PROCESSING) 

General  Problem  Statement: 

The  keying  and  storing  of  document/text/data  for  subsequent  revision,  editing 
and  printing  is  primarily  a  manual  operation  or  uses  incompatible  automated 
equipment. 

Wl.     Problem:   There  is  no  way  to  generate  form  letters  (correspondence) 

from  existing  files. 

Action:  Must  automate  manual  records  and  interface  word  processors 
with  the  mainframe  in  order  to  generate  form  letters  and 
correspondence . 

Benefit:  Decrease  the  chance  for  error  and  would,  therefore,  save 
typing  time  and  reduce  turnaround  time. 


W2. 


Problem:   Most  form  letters  and  legal  notices  are  manually  produced. 


Action:  Must  have  word  processors  that  allow  the  capability  to 
store  standard  formats  and  easily  create  formats  unique  to 
the  user. 

Benefit:  Eliminates  most  setup  and  typing  time  to  prepare  form 
documents. 


VJ3.     Problem:   There  is  much  typing,  proofing,  retyping  done  manually  for 

letters,  memos,  lists,  form  letters,  reports. 

Action:    Provide  an  efficient  means  for  the  preparation,  revision 
and  proofing  of  all  kinds  of  documents. 

Benefit:   Help  eliminate  mistakes,  reduces  time  required,  improves 
accuracy. 


W4. 


Problem:   There  is  no  department-wide  information  file  or  index. 


Action:  Provide  a  means  to  create  and  easily  update  listings  of 
clients,  available  programs,  services,  equipment, 
personnel,  etc. 

Benefit:  Provide  users  with  current  information  on  what  is  available 
and  historical  data. 
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W5.     Problem:   Too  much  time  is  consumed  revising,  proofing  and  verifying. 

Action:  The  word  processing  equipment  must  provide  functions  that 
allow  spell  checking,  matrix,  column  and  paragraph 
manipulation,  merging  and  mathematics  capability. 

Benefit:  Assist  users  in  proofreading,  creating  statistical  tables 
and  insure  a  greater  degree  of  accuracy. 


W6.     Problem:   Mailing  and  distribution   lists,   telephone   directories, 

client  lists  and  logs  are  not  easily  updated  and  most  are 
not  centrally  accessible. 

Action:  Provide  an  automated  means  to  create  and  maintain  updated 
distribution  lists,  directories,  logs  and  client  lists. 

Benefit:  Eliminates  duplication,  insures  that  current  information  is 
distributed  in  a  timely  fashion;  saves  time  required  to 
identify  and  locate  recipients. 


W7.     Problem:   Budget  and  analysis  documents  are  currently  created/revised 

on  paper. 

Action:    Allow  an  automated  method  of  creating  and  updating  budget 
documents  with  computational  capability. 

Benefit:   Allows  use  of  previous  documents  to  save  time,  providing 
faster  preparation  and  more  accurate  computations. 


DOCUMENT  FILING,  INDEXING  AND  RETRIEVAL 

General  Problem  Statement: 

The  current  method  of  managing  and  locating  information  is  cumbersome  and 
inhibits  productivity  and  management  control. 

Rl.     Problem:   Absence  of  a  centralized  index  to  existing  material  results 

in  a  duplication  of  effort. 

Action:    Maintain  a  centralized  file  index. 

Benefit:  Knowing  what  material  is  already  available  would  reduce 
time  required  to  obtain  this  information  and  duplication  of 
manual  lists. 
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R2 .     Problem:   Paper  files  and  manual  indexes  inhibit  the  ability  to  share 

information  among  various  entities. 

Action:  Insure  that  information  created  by  one  group  can  be  made 
available  to  any  other  authorized  group. 

Benefit:  Avoids  duplication  of  effort  and  information  and  the  cost 
of  gathering  data,  and  enhances  the  ability  to  make  better 
decisions. 


R3.     Problem:   Information   is   being   kept   in   multiple   locations 

(duplication) .   Professionals  are  maintaining  their  own 
files. 

Action:  Design  a  system  that  eliminates  the  need  to  retain  multiple 
copies  of  documents  in  one  or  more  files  (in  the  same  or 
different  offices) . 

Benefit:  Creates  one  accurate  official  copy  in  a  central  file 
accessible  by  all  authorized  users,  thus,  reducing 
personnel,  printing,  and  office  space  cost  requirements. 


R4.     Problem:   The  backlog  of  filing  causes  needed  information  to  be 

unavailable. 

Action:    Establish  a  system  to  maintain  current  filing. 

Benefit:   Provides  accurate  information  needed  for  actions  -  saving 
work,  processing  and  response  time. 


R5.     Problem:   Retrieval  of  correspondence,  manuals,  reports,  and  case 

files  is  mostly  a  manual  process  and  one  must  look  through 
card  indexes,  files,  or  several  locations  to  retrieve 
information. 

Action:    Set  up  a  convenient/cost  effective  filing  and  retrieval 

system  for  most  office  files,  including  a  provision  for 

referencing  documents  that  are  not  entered  in  the  system 
but  retained  in  paper  form. 

Benefit:  Reduces  space,  also  with  proper  standardization,  access 
should  be  easier,  time  will  be  saved  and  more  complete  and 
current  information  provided. 
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R6.     Problem:   Finding   the  proper  procedure  or   rule   is   a  difficult 
process. 

Action:  Maintain  policies  and  procedures  on-line  for  easy  and 
immediate  access  and  update. 

Benefit:  Insures  that  Departmental  personnel  have  access  to  the  most 
current  version  of  directives  and  other  procedural  type 
documents  and  may  improve  compliance. 


R7.     Problem:   Maintaining   card   index   files   is   time   consuming   and 
difficult  to  accomplish  causing  delays. 

Action:  Design  a  system  that  replaces  manual  card  indexes  with 
electronic  indexes. 

Benefit:  Saves  time,  space  and  improves  accuracy  of  indexes. 
Reduces  likelihood  of  losing  information.  Provides  for 
cross  indexing. 


R8.     Problem:   Historical  information  not  being  incorporated  into  current 

records  system  causes  retrieval  delays,  loss  of  staff  time 
and  information. 

Action:  Allow  for  archiving  of  information  with  provision  for  easy 
access  and  lower  cost  storage. 

Benefit:  More  complete  and  accurate  information  would  be  provided. 
With  proper  standardization  and  indexing,  access  should  be 
easier.   Space  needs  would  be  minimized. 


INFORMATION  DISTRIBUTION 

General  Problem  Statement: 

The  current  method  of  tracking  and  distributing  files,  mail,  schedules, 
photocopies,  and  other  information,  generates  large  volumes  of  paper,  delays 
management  decisions  and  encourages  a  labor  intensive  environment. 
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Requirements  and  Concerns: 

II.     Problem:   There  is  no  rapid  and  efficient  way  to  distribute  hard 

copies,  information,  graphics  and  information  between 
units,  administration  and  other  state,  local  and  federal 
agencies.  Distribution  constraints  restrict  sharing  or 
obtaining  information. 

Action:  Create  a  faster,  more  dependable  and  less  costly 
intra/interdepartmental  information  exchange  system. 

Benefit:  Decision  making  would  be  facilitated  by  improved 
availability  of  information  with  shorter  response  time, 
reduced  turnaround  time  and  fewer  routing  mistakes.  It 
would  save  postage  and  telephone  costs  and  encourage  more 
exchange  of  information. 


12.     Problem:   There  is  no  effective  method  of  sharing  management  and 
office  procedures. 

Action:  Devise  a  method  of  sharing  management  and  office  proce- 
dures. 

Benefit:  Improve  operational  methods,  identify  problems  in  workload 
imbalances  and  provide  more  efficient  procedures  and 
techniques. 


13.     Problem:   Intradepartmental  mail  is  not  always  fast  enough  to  meet 

same-day  or  next-day  information  needs,  and  documents  are 
sometimes  lost. 

Action:  Create  a  faster,  dependable  and  accurate  intradepartmental 
information  exchange  system  through  use  of  electronic  mail. 

Benefit:  Intradepartmental  communication  could  be  facilitated  by 
improved  availability  of  information  with  shorter  response 
time  and  reduced  turnaround  time;  routing  mistakes  could  be 
reduced. 


14. 


Problem:   Too  many  photocopies  are  made  for  file  and  distribution. 


Action:    Design   a   system  to   electronically   transfer  documents, 
allowing  routing  to  appropriate  staff. 

Benefit:   Insure  involved  personnel  receive  needed  information  while 
at  the  same  time  reducing  copying  cost. 
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MANAGEMENT  AND  ADMINISTRATIVE  ISSUES 

General  Problem  Statement  (Causes  of  Low  Employee  Morale) : 

Currently  management  decisions  are  often  delayed  due  to  the  lack  of  necessary 
information.  Insufficient  resources  and  funds  prevent  development  of  an 
efficient  work  environment.  The  current  automated  systems  are  fragmented  and 
fail  to  support  the  agency  requirements.  The  lack  of  operator  training  and 
management  commitment  is  causing  under  utilization  of  current  equipment. 
Most  activities  are  now  done  manually  resulting  in  low  productivity  and  an 
adverse  impact  upon  service  delivery.  Various  telephone  systems  do  not 
provide  adequate  public  access  and  many  calls  are  misdirected. 

Ml.     Problem:   Professionals  spend  a  lot  of  time  trying  to  reach  people  by 

telephone. 

Action:    Develop  a  system  that  will  assure  that  messages  will  be 
received  and  answered. 

Benefit:   Save  personnel  time. 


M2.     Problem:   There  is  a  lack  of  training  with  regard  to  existing 

equipment,  procedures,  and  reports. 

Action:  Provide  ongoing  training  for  equipment  usage,  procedures 
and  reports. 

Benefit:  Insures  maximum  utilization  of  equipment,  proper 
implementation  of  procedures,  better  understanding  of 
reports  all  of  which  will  enhance  staff  productivity. 


M3.     Problem:   Needs   are   identified  but   no  money,   people,   or  other 

resources  are  available. 

Action:    Prioritize  identified  needs  and  research  funding  sources. 

Benefit:   Identified  needs  are  met  in  priority  order. 

M4.     Problem:   Professionals  are  spending  too  much  time  on  clerical  tasks. 

Action:    Provide  clerical  staff  to  assist  with  repetitive  functions. 

Benefit:   Frees  personnel  from  mundane  clerical  tasks,  allowing  them 
to  utilize  their  time  more  productively. 
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M5.     Problem:   Equipment  and  forms  provided  for  immediate  needs  is  not 

compatible  with  additional  functions. 

Action:    Establish  procedures  that  will  assure  that  equipment  and 
forms  used  will  meet  both  immediate  and  long-range  needs. 

Benefit:   Makes  better  use  of  limited  funds  to  purchase  equipment, 
design  forms  and  allow  better  utilization. 


M6.     Problem:   It  is  difficult  and  time  consuming  to  schedule  meetings, 

equipment,  facilities,  and  personnel. 

Action:    Set  up  an  efficient,  flexible  and  easy  to  use  system  for 
scheduling  meetings. 

Benefit:   Enables   timely   and   effective   scheduling   of   meetings. 
Enhances  workflow  by  reducing  conflicts  and  delays. 


M7.     Problem:   Work  units  lose  control  of  a  task  when  intradepartmental 

approval  or  cooperation  is  required. 

Action:    Set  deadlines  and  hold  managers  accountable  for  meeting 
these  deadlines. 

Benefit:   Assures   intradepartmental   cooperation   and   increases 
productivity. 


M8.     Problem:   People  do  not  have  ready  access  to  automated  equipment 

necessary  to  help  in  performing  their  work. 

Action:  Provide  all  remote  sites  with  the  necessary  equipment  and 
function  to  meet  local  needs,  access  the  central  system  and 
communicate  with  other  sites. 

Benefit:  Assist  people  in  performing  their  work  by  giving  them 
access  to  needed  information  and  communication. 
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M9. 


Problem: 


Action: 


Benefit: 


Fragmentation  will  get  worse  if  something  is  not  done  soon 
to  integrate  all  pieces.  For  example,  lack  of  knowledge  of 
data  already  available  causes  duplicated  efforts. 

Ensure  that  all  future  equipment  is  compatible  and  able  to 
share  communication  networks  and  data  between  office 
automation  and  data  systems. 

Assures  compatibility  that  is  essential  to  minimize  costs 
and  communication,  storage  and  processing  equipment,  train- 
ing people  and  other  resources;  and  assures  achievability 
of  many  of  the  other  requirements  listed. 


M10. 


Problem: 


There  is  inadequate  access  to  outside  commercial  and  other 
agency  data  bases. 


Mil. 


Problem: 


Action: 


Benefit: 


Telephone  tag  is  a  problem. 

Develop  a  system  that  replaces  the  telephone  tag  problem. 

Save  time  of  people  and  cost  of  calls,  due  to  multiple 
callbacks. 
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GENERAL  SYSTEMS  NEEDS 


CHAPTER  IV 
GENERAL  SYSTEM  NEEDS 

Introduction 

The  Department's  needs  were  determined  by  reviewing  the  APT  objectives.  An 
automation  plan  was  then  developed  to  meet  these  objectives. 

The  objectives  were: 

1.  Develop  a  cost  justified  short  and  long  range  plan. 

2.  Enhance  managerial  professional  and  clerical  productivity. 

3.  Improve  access  to  information  for  decision  making. 

4.  Streamline  communications  and  enhance  information  flow. 

5.  Simplify  document  preparation  and  improve  quality. 

6.  Reduce  the  physical  distribution  and  filing  of  paper  through  the 
use  of  automation. 

7.  Reduce  redundant  activities. 

8.  Identify  effective  time  management  tools. 

This  chapter  discusses  the  APT  Study  recommendations  and  how  they  meet  the 
original  objectives.  The  hardware  and  software  recommendations  are  also 
detailed  in  this  chapter. 

The  Automation  Plan 

Objective  #1  -  Develop  a  cost  justified  short  and  long  range  plan. 

To  meet  objective  #1  we  divided  our  approach  into  three  phases:  1)  pilot 
projects,  2)  a  statewide  duplication  of  the  pilot,  and  3)  a  building  of  data 
bases  which  will  meet  our  worker's  and  client's  needs. 

Phase  1:   Pilot  Project 

Specific  needs  which  can  be  addressed  quickly  are: 

1.  Automate  manuals  -  allow  all  workers  to  have  on-line  access  to  the 
current  manuals. 

2.  Allow  on-line  inquiry  into  the  various  SRS  files  from  county  and 
district  offices. 
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3.  Enhance  document  creation  capabilities  to  appropriate  staff  with 
the  ability  to  take  data  from  state  files  and  incorporate  it  into 
text  documents  for  transmission  to  clients,  courts  or  other 
parties. 

4.  Provide  staff  training  for  under  utilized  existing  equipment. 

5.  Provide  a  scheduling  capability  for  executive  staff. 

The  final  portion  of  the  pilot  will  be  an  evaluation  of  these  four 
functions. 

To  accomplish  these  functions  we  will  place  workstations  at  a  ratio  of  1 
to  every  2.5  workers  in  a  large  district  office  and  1  to  every  2  workers 
in  a  large  county  office  which  will  be  used  as  test  sites. 

Because  the  workers  in  these  offices  are  required  to  merge  data  from  SRS 
central  files  into  individual  documents  related  to  specific  clients,  we 
are  recommending  the  use  of  personal  computers  (PCs)  which  have  window- 
ing capability.  These  devices  will  meet  the  need  for  both  inquiry  and 
document  inquiry.  A  less  expensive  "dumb"  terminal  will  be  used 
wherever  workers  are  identified  that  do  not  have  a  need  for  document 
creation. 

The  office  information  system  must  be  responsive  to  clerical,  profes- 
sional and  management  needs.  These  needs  include  word  processing, 
document  distribution  and  document  indexing,  filing  and  retrieval. 
Phase  I  will  address  word  processing  and  document  retrieval. 

The  word  processing  system  should: 

c   be  user  friendly,  menu-driven  and  easy  to  use; 

°   be  available  to  all  work  stations; 

°  provide  all  basic  functions  including:  pagination,  searching, 
inserting,  underscoring  by  word  and  block,  text  merge,  text 
copying,  and  global  replace  and  delete; 

°   be  user  programmable  for  repetitive  typing/editing  tasks; 

°  be  capable  of  sending  and  retrieving  documents  to/from  the 
host  ; 

°  be  capable  of  retrieving  data  files  from  the  host  and  merging 
to  text; 

°  provide  spelling  check  functions  with  system  and  user  defined, 
easy  to  update  dictionaries; 

°   provide  the  ability  to  perform  math  functions  in  documents; 

°   be  able  to  sort  and  select  from  lists  on  one  or  more  fields; 
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°   be  able  to  prevent  the  unauthorized  retrieval  or  deletion  of 
documents;  and 

°   be  able  to  have  standard  formats  available  to  all  users  from  a 
single  source. 

The  capability  of  accessing  SRS  files  will  be  limited  to  the  existing 
functions  now  available  to  SRS  state  office  staff.  There  will  be  no 
on-line  updating  of  SRS  files  within  the  pilot. 

Phase  2:   Statewide  Access 

During  Phase  2  the  functions  contemplated  in  Phase  1  will  be  replicated 
statewide  based  on  the  reevaluated  needs.  Document  distribution  will 
also  be  added  during  this  phase. 

The  electronic  document  distribution  system  should: 

0   be  available  to  all  stations; 

°   store  "mailing"  lists; 

°   provide  electronic  routing; 

°   confirm  delivery  of  documents; 

°   provide  message  capability;  and 

°   provide  security. 

Phase  3:   Updating  SRS  Data  Bases 

At  this  stage,  there  are  many  ideas  about  going  to  a  Family  Assistance 
Management  Information  System  (FAMIS)  type  decision  support  system,  such 
as  is  available  in  North  Dakota,  New  Mexico,  Delaware  and  elsewhere. 

Three  approaches  will  be  reviewed:  1)  enhancing  our  present  systems; 
2)  having  a  contractor  build  us  a  total  system;  and  3)  transferring  the 
system  from  another  state. 

During  our  needs  discussion  we  considered  the  above  approaches  and  it 
was  the  feeling  of  the  Study  Team  that  this  subject  should  not  be  fully 
explored  until  the  pilot  project  had  begun. 

Objective  #2  -  Enhance  Managerial,  Professional  and  Clerical  Productivity. 

All  four  facets  of  the  pilot  project  address  this  objective.  Because  the  SRS 
program  manuals  will  be  on  the  computer,  staff  will  be  assured  they  are  using 
current  information.  The  manuals  will  be  indexed  so  that  all  material  relat- 
ing to  a  particular  problem  can  be  easily  identified.  Thus,  staff  at  all 
levels  will  not  waste  time  looking  through  outdated  manuals  or  searching 
multiple  references  affecting  their  problem. 
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Providing  access  to  the  data  base  will  give  staff  current  information  on  all 
clients.  Much  time  will  be  saved  by  being  able  to  review  client  information 
on  a  screen  rather  than  looking  for  the  client's  file. 

The  document  creation  ability  of  the  PC  will  also  increase  productivity. 
Although  Lewis  and  Clark  County  has  some  word  processing  capability,  their 
machines  are  currently  overworked.  The  Billings  district  office  does  not 
even  have  word  processors.  The  word  processing  application  will  be  invalu- 
able in  typing  repetitive  jobs  and  revising  documents.  The  proposed  PCs  can 
be  used  both  for  word  processing  and  for  other  PC  applications. 

The  calendaring  feature  of  the  pilot  project  will  be  tested  in  the  state 
office.  This  application  may  increase  productivity  by  saving  time  when 
arranging  meetings. 


Objective  #3  -  Improve  access  to  information  for  decision  making. 

The  ability  to  access  information  will  be  improved  when  the  SRS  manuals  are 
put  on  the  computer  and  when  staff  are  able  to  access  the  databases.  Two 
problems  mentioned  repeatedly  by  field  staff  were:  1)  the  manuals  were  not  up 
to  date,  and  2)  there  was  no  way  to  access  current  database  information. 
Both  these  problems  will  be  addressed  in  the  pilot  project.  Staff  will  be 
assured  of  using  the  latest  version  of  the  manual  when  it  is  on  the  computer 
and  can  be  updated  automatically  by  the  state  office.  Also,  the  database  may 
be  accessed  on-line,  but  not  updated,  by  the  field  staff. 


Objective  #4  -  Streamline  communications  and  enhance  information  flow. 

This  objective  will  be  addressed  with  the  calendaring  package  which  will  be 
piloted  in  the  state  office.  This  software  package  will  allow  messages  to  be 
printed  at  designated  terminals,  thus  reducing  the  need  for  repeated  tele- 
phone calls. 


Objective  #5  -  Simplify  document  preparation  and  improve  quality. 

The  addition  of  personal  computers  will  significantly  simplify  document 
preparation.  The  personal  computers  will  be  equipped  with  a  word  processing 
package,  thereby  reducing  the  amount  of  time  needed  to  create  and  revise 
documents.  Errors  in  the  documents  will  also  be  reduced  because  of  the  ease 
in  making  corrections. 


Objective  #6  -  Reduce  the  physical  distribution  and  filing  of  paper  through 
the  use  of  automation. 

This  objective  will  be  addressed  in  two  phases. 

During  the  pilot  project,  access  to  SRS's  central  files  will  be  given  to 
local  offices.  Through  the  windowing  capabilities  of  the  PCs,  local  and 
district  offices  will  be  able  to  copy  the  data  in  SRS  files  into  individual- 
ized documents  without  reinputting  that  data  onto  the  specialized  individual 
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documents.  The  documents  include  client  notification  reports  to  the  court, 
day  care  and  foster  care  reports,  and  a  vast  array  of  reports  that  require 
basic  demographic  information. 

Instances  where  the  same  data  meets  many  needs  will  be  identified  in  the 
pilot  project.  In  the  long  range  plan,  automation  may  be  used  to  eliminate 
the  need  for  using  the  window  technique  in  many  situations. 

Objective  #7  -  Reduce  redundant  activities. 

Both  the  short  range  plan  of  using  the  windowing  technique  to  eliminate  the 
need  of  copying  redundant  data  and  the  long  range  plan  to  eliminate  the  need 
for  windowing  will  address  this  need. 

Objective  #8  -  Identify  effective  time  management  tools. 

The  pilot  project's  extensive  use  of  automation  is  believed  to  be  a  very 
effective  time  management  tool.  Prior  to  expanding  this  project  statewide, 
the  committee  feels  that  the  successes,  failures  and  lessons  learned  must  be 
evaluated  in  terms  of  the  project's  time  management  effectiveness. 


Hardware  and  Software  Needs 

Work  stations  with  multiple  functions  which  allow  a  worker  access  to  the 
various  central  SRS  files,  the  capability  to  merge  data  from  those  files  with 
text  and/or  local  data  and  the  ability  to  produce  a  report,  letter  or  court 
document  from  merged  files  is  the  primary  function.  The  device  that  appears 
most  capable  of  meeting  these  needs  is  the  3270  PC.  For  those  offices  or 
workers  not  needing  to  merge  data  and  not  needing  the  other  PC  functions,  the 
3179  terminal  appears  to  be  more  cost  effective.  Each  local  office  will 
require  a  3274  control  unit  to  allow  the  devices  to  communicate  with  the  Host 
CPU  at  the  Department  of  Administration. 

The  3179  terminal  is  a  Cathode  Ray  Tube  which  operates  as  a  device  to  allow 
access  to  a  host  computer.  It  provides  a  display  screen  which  allows  data  to 
be  highlighted  in  several  colors.  It  does  not  have  any  ability  to  indepen- 
dently compute  data. 

The  3270  PC  is  a  personal  computer  that  can  operate  either  with  data  from  a 
host  computer  or  independently.  The  main  advantage  for  our  purposes  over 
other  comparable  pieces  of  equipment  is  that  it  allows  data  from  the  host 
computer  to  be  displayed  on  a  portion  of  the  display  screen  using  a  technique 
known  as  windowing,  and  then  to  be  copied  into  a  document  which  resides  in 
the  personal  computer.  This  merging  of  central  data  with  locally  generated 
data,  letters,  or  documents  allows  the  worker  to  eliminate  many  repetitive 
tasks. 

The  3274  control  unit  is  a  device  whose  purpose  is  to  facilitate  communica- 
tions between  a  host  computer  and  a  terminal  or  personal  computer. 

A  diagram  of  the  recommended  equipment  for  the  pilot  project  follows. 
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HARDWARE  NEEDS 
PHASE  1  -  PILOT  PROJECT 
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The  cost  of  the  recommended  equipment  is  discussed  in  Chapter  VI. 

The  equipment  for  the  pilot  project  will  be  located  in  the  Billings  District 
Office,  the  Lewis  &  Clark  County  Office,  and  the  State  Office. 

The  equipment  in  the  Billings  District  Office  is  proposed  to  be  distributed 
as  follows: 

EQUIPMENT  PLACEMENT 
BILLINGS  DISTRICT  OFFICE 


SRS  Division 

Economic  Assistance 
Social  Services 
Rehabilitative  Services 
Developmental  Disabilities 
Audit  &  Program  Compliance 

Total 


Total  Number 
of  Employees 

2 
10 
17 

3 

4 


36 


Number 
of  3270  PCs 

1 
5 
6 
1 
1 
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In  the  Lewis  and  Clark  County  Office,  there  are 
terminal  proposed  for  38  employees. 


15  3270  PCs  and  one  3179 


Five  3270  PCs  are  proposed  for  the  State  Office.  During  the  pilot  project, 
the  implementation  team  will  require  a  3270  PC  to  assist  field  workers  in 
training  problems  and  to  review  concerns  and  develop  solutions  to  perceived 
problems.  The  movement  of  all  manuals  from  manual  preparation  to  automated 
preparation  will  also  require  additional  equipment  for  each  of  the  four 
divisions  that  have  a  great  deal  of  staff  in  local  or  district  offices.  We 
recommend  one  3270  PC  for  EA,  one  for  VR,  one  for  DD  and  one  for  Community 
Services.  The  3270  PC  in  the  state  office  will  also  expose  program  managers 
in  the  state  office  to  the  equipment  and  will  assist  in  the  overall 
development  effort. 

The  computer  system  will  be  equipped  with  various  software  packages.  These 
may  include  STAIRS,  Displaywrite  III,  Lotus  1-2-3,  and  PFS  File  and  Report. 

STAIRS  is  a  software  package  which  resides  on  the  host  computer.  It  allows 
searches  through  text  material  to  be  performed  on  any  word.  All  occurrences 
of  that  word  can  be  listed  on  the  screen  and  the  related  documents  can  be 
read.  For  example,  an  eligibility  technician  could  easily  find  all  refer- 
ences to  food  stamps  in  the  manual.  Thus,  manual  material  is  easily  cross 
referenced. 

A  word  processing  software  package  such  as  Displaywrite  III  also  will  be 
installed  on  the  PCs.  It  will  allow  documents  to  be  easily  created  and 
revised. 

LOTUS  1-2-3  is  a  spreadsheet  software  package  to  be  installed  on  the  PCs.  It 
will  allow  spreadsheets  to  be  written  and  automatically  updated.  For  exam- 
ple, if  one  number  on  the  spreadsheet  is  changed,  all  other  numbers  affected 
by  that  number  are  changed  automatically.  LOTUS  1-2-3  also  can  produce 
graphs. 
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PFS  File  and  Report  is  an  easy  to  use  database  program  residing  on  the  PCs. 
This  program  will  allow  users  to  easily  create  a  database  and  to  quickly 
print  reports  from  that  database.  For  example,  SRS  staff  could  keep  track  of 
their  individual  clients  on  this  with  this  program. 

The  cost  of  the  software  is  discussed  in  Chapter  VI. 
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IMPLEMENTATION  PLAN 


CHAPTER  V 
IMPLEMENTATION  PLAN 


Introduction 

An  Implementation  Plan,  conceived  by  the  APT,  is  essential  in  satisfying  the 
Department  of  Social  and  Rehabilitation  Services'  need  for  the  development  of 
a  comprehensive,  coordinated  system  for  information  management.  This  Chapter 
discusses  the  system's  implementation  phases,  establishes  criteria  and  the 
timeframe  for  synchronized  implementation,  and  provides  continuity  for  pro- 
gressive and  sequential  implementation  throughout  the  Plan's  life.  It  will 
also  recommend  the  establishment  of  an  Implementation  Team  and  an  Executive 
Steering  Committee. 


Executive  Steering  Committee 

Implementation  of  this  Plan  requires  a  strong  commitment  from  all  levels  of 
management  to  succeed.  To  this  end,  the  APT  recommends  the  establishment  of 
an  Executive  Steering  Committee  comprised  of  three  to  four  persons  appointed 
by  the  Director. 

This  Committee  functions  as  the  policy  and  decision  making  body  to  insure 
that  the  information  system's  implementation  embellishes  organizational  goals 
and  objectives.  More  specifically,  the  Committee's  responsibilities  should 
include  the  following: 

1.  Approval  of  the  Implementation  Plan  (including  cost  allocation). 

2.  Establishment  of  information  management  system  projects  and 
priorities. 

3.  Assessment  of  the  progress  (including  obstacle  resolution)  of 
system  implementation. 

4.  Establishment  of  policies  to  delineate  the  continuous  range  of 
system  functions. 

5.  Approval  of  alterations  to  the  Implementation  Plan  to  respond  to 
previously  unidentified  needs. 

6.  Recommendation  of  funding  for  legislative  approval. 

7.  Establishment  of  a  department  policy  assuring  that  all  equipment 
related  to  automation  (i.e.,  word  processors,  PC's,  etc.)  is 
compatible  to  equipment  used  to  implement  this  information 
management  system. 
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Implementation  Plan 

In  order  to  expedite  and  facilitate  execution  of  the  Implementation  Plan  and 
the  follow-up  to  implementation,  APT  recommends  the  establishment  of  an  APT 
Study  Implementation  Team  comprised  of  key  personnel  selected  from  the 
Department's  divisions,  district/areas/regions,  and  county  staffs.  The  Team 
should  be  comprised  of  five  to  seven  members  of  which  some  are  permanent  and 
some  temporary.  The  permanent  members  provide  the  continuity  while  the 
temporary  provide  needed  support  obtainable  through  the  use  of  staff  with 
special  skills  or  specific  knowledge  of  the  operations  and  work  flow  of  a 
particular  unit.  Temporary  members  are  assigned  full-time  to  the 
Implementation  Team  during  the  implementation  of  automation  systems  in  their 
respective  units. 

The  APT  recommends  establishment  within  the  Director's  Office  of  a  new, 
permanent,  full-time  FTE,  titled  Implementation  Team  Manager  responsible  for 
providing:  1)  leadership  for  the  Implementation  Team;  2)  service  as  a 
permanent  member  of  the  Implementation  Team;  3)  coordination  of  Implementa- 
tion Team  efforts  with  the  Department's  divisions,  district/areas/regions, 
and  county  units;  4)  a  single  point  of  contact  specifically  for  the  Executive 
Steering  Committee  as  well  as  all  Department  staff;  5)  direct  involvement 
with  development  of  the  automation  system;  6)  coordination  of  all  training 
relative  to  the  Information  Management  System. 

The  APT  recommends  that  the  second  permanent  team  member  be  familiar  with 
data  base  and  main  frame  operation  (such  as  a  person  from  the  Data  Processing 
Bureau  of  Centralized  Services  Division)  to  assure  coordination  and 
compatibility  with  the  Department's  data  processing  network,  hardware  and 
software,  as  well  as  serving  as  liaison  with  Department  of  Administration's 
Information  Services  Division. 

The  Implementation  Team  should  be  responsible  for: 

1.  The  review  and  evaluation  of  each  Department  unit's  needs  for 
automation,  and  the  development  of  an  automation  plan  including 
cost  and  equipment.  Appendix  G  contains  the  basic  categories  of 
needs  which  a  comprehensive  automated  information  management  system 
can  address  and  satisfy. 

2.  The  identification  of  changes  or  modifications  to  the  Implementa- 
tion Plan. 

3.  The  review  and  evaluation  of  Department  objectives  to  determine: 

a.  What  objectives  can  be  met  by  the  Implementation  Plan. 

b.  Identification  of  requirements  associated  with  data  processing 
services. 

c.  Hardware  and  software  compatibility. 

4.  Determination  of  the  quantities,  configuration,  types  and  locations 
of  equipment  for  affected  offices. 


5.  Identification  of  requirements  associated  with  data  processing 
services. 

6.  Identification  of  software,  personnel  assignments/re-assignments, 
and  training  requirements. 

7.  Developing,  as  well  as  conducting,  a  training  program  for  all 
affected  Department  staff  (managers  and  support  staff) . 

8.  Project  management  of  system  installation  and  implementation, 
follow-up  and  benefit  measurement,  and  reporting  progress  to  the 
Executive  Steering  Committee. 

9.  Development  (including  a  specific  timetable)  of  an  implementation 
plan  for  full  implementation  throughout  the  organization  of  the 
project's  automation  systems. 

10.  Establishment  of  time-limited  task- forces  (quality  circles)  to 
address  specific  problems  related  to  implementation. 


Selection  Criteria 

The  development  of  the  Implementation  Plan  is  based  on  selection  criteria 
listed  in  order  of  importance,  as  follows: 

1.  The  addressed  need  is  related  to  the  organizational  unit's  as  well 
as  the  Department's  goals  and  objectives. 

2.  The  system  can  produce  measurable,  cost-benefit  savings  in  needed 
present  and  future  resources  (staff  and/or  equipment) . 

3.  The  system  can  yield  a  correlated  increase  in  services  or  in 
service  quality  in  a  short  period  of  time. 

4.  The   system  can   solve  both  Department-wide   and  unit   specific 
problems. 

5.  The  system  can  produce  a  pre-established  goal  reduction  in  the 
amount  of  repetitive  work  performed. 

6.  Improved  staff  performance  can  positively  influence  the  interaction 
of  the  Department. 

7.  The  hardware/software,   and  other  equipment  is  compatible  with 
existing  Department  systems  and  future  automation  plans. 


Implementation  Plan  Schedule 

The  schedule  outlined  below  is  divided  into  three  phases.  Phase  I  addresses 
the  various  steps  which  must  be  taken  before  the  system  work  process  can 
begin.  Phase  I  is  also  a  test  phase,  oriented  toward  testing  those  systems 
which  can  solve  the  problems  most  frequently  identified  in  the  APT  Study  in 
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their  selected  project  areas.  Phase  II  is  the  organization-wide  implementa- 
tion of  the  automation  systems  found  beneficial  in  the  test  projects.  Phase 
III  acknowledges  the  frequent  concerns  expressed  by  staff  at  all  organiza- 
tional levels  of  the  Department  for  the  Department's  data  base  system  i.e., 
MIMS,  PSIS,  MMIMS,  Foster  Care,  etc.  Phase  III  and  part  of  Phase  II  lists 
activities,  in  random  order,  which  must  be  performed  by  the  Implementation 
Team  (IT)  Manager  and  Implementation  Team  to  bring  the  short  and  long  range 
goals  of  the  Department  for  an  automated  information  system  to  fruition.  It 
should  be  noted  that  site-specific  assessment  tasks  to  be  performed  during 
these  phases  are  of  paramount  importance  in  terms  of  identifying  and 
satisfying  site-specific  needs. 


Phase  I : 


Timetable 


Task 


By  10/18/85 
By  10/25/85 


The  Director  and  Administrators  adopt  the  APT  Plan. 

The  Executive  Steering  Committee  is  established. 
Scheduling  order  for  equipment  is  submitted.  Advance 
planning  document  is  prepared  and  submitted  to  the 
federal  government  for  automation  plan. 


By  11/22/85 
By  12/6/85 


The  IT  Manager  is  appointed  by  the  Department's 
Director. 

The  IT  Manager  selects  candidates  for  Implementation 
Team  membership;  submits  list  to  Administrator's 
Committee  for  approval. 


By  12/30/85 


Establish  check-off  list  to  be  used  in  assuring 
project  sites  are  ready  for  implementation  of  equip- 
ment. 


By  1/17/86       The   IT   Manager   and   Implementation   Team   members 
complete  orientation  and  training. 


By  1/17/86  The  Implementation  Team  performs  project  site  assess- 
ments to  determine  automation,  staff  assignment,  and 
training  needs  for  the  Information  Management  System. 
The  IT  Manager  researches  the  market  availability  as 
well  as  current  resources  of  selected  project  sites 
for  appropriate  equipment/systems.  IT  Manager 
arranges  tests  and  orders  hardware. 

By  2/14/86  The  IT  Manager  and  Implementation  Team  identify  and 
recommend  to  an  Executive  Steering  Committee  project 
test  criteria.  The  IT  Manager  identifies  training 
needs  of  Department  staff  for  automated  equipment 
currently  available  to  Department  staff. 
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By  3/14/86  The  IT  Manager  recommends  to  the  Executive  Steering 
Committee  for  approval  a  required  training  (initial 
and  on-going)  plan  for  staff  throughout  the  Department 
on  equipment  already  in  place  for  which  insufficient 
or  no  training  has  been  provided.  The  IT  Manager 
establishes  a  training  team  (for  central  and  for  line 
staff)  and  implements  training. 

By  5/30/86  Systems  are  tested  in  the  three  project  sites.  The 
Implementation  Team  conducts  evaluation  of  projects. 

By  6/20/86  The  IT  Manager  and  Implementation  Team  evaluate  tests, 
identify  second  phase  implementation  recommendations 
and  hardware/software  recommendations  (including 
long-range  plan  with  specific  timetable)  to  the 
Executive  Steering  Committee. 


Phase  II: 


Timetable 


Task 


7/1/86  -  6/30/88 


Operations  analysis/system  procurement  and  installa- 
tion. During  this  phase,  the  following  activities 
should  be  performed: 

°  Implement  automation  systems  of  projects  through- 
out Department's  36  county  administrative  units, 
8  district/area/regions,  7  division  offices. 


Site  specific  assessments. 

Configuration  of  hardware  and  software  within 
each  unit. 

Training  of  staff  on  new  system. 

Modification  of  support  staff  assignments. 

Transfer  of  project  programs  to  each  unit. 

Periodic  evaluation  of  implementation  progress 
according  to  previously  established  criteria. 

Establish/modify   check-off   list   for   use   in 
implementation . 
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Phase  III: 

Timetable       Task 

10/3/85  -  6/30/XX    Due  to  the  large  number  of  problems  identified  by 

staff  at  all  levels  of  the  organization  regarding  all 
Department  data  bases  (MIMS,  PSIS,  Foster  Care,  MMIMS, 
Consultec,  etc.)  operations  analysis/system  procure- 
ment and  installation  must  be  reviewed,  evaluated  and 
addressed.  During  this  step  the  following  activities 
should  be  performed. 

°   Site   specific   assessment,   starting  with  data 
processing  department. 

°   Program  specific  need  assessment. 

0   Training  of  Data  Processing  personnel. 

°   Conversion  of  existing  programs  to  a  new  system 
or  systems. 

c   Building/Redesigning  a  data  base. 

°   Phased  installation  of  system  hardware  and  soft- 
ware. 

°   Modification  of  support  staff  assignments. 

°   Training  of  end  users. 

°   Configuration  of  hardware  and  software  within 
such  program/unit. 
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COST  /BENEFIT  ANALYSIS 


CHAPTER  VI 
COST/BENEFIT  ANALYSIS 


Introduction 

A  Department-wide  automated  information  management  system  would  result  in 
substantial  tangible  and  intangible  benefits  and  as  well  as  having  a  positive 
impact  on  all  categories  of  employees. 

Some  quantification  is  necessary  to  do  comparative  evaluation  and  analysis. 
The  APT  Team  has  utilized  a  method  to  quantify  and  compare  the  estimated 
system  cost  based  on  methodology  provided  by  IBM. 

Tangible  Benefits 

Benefits  can  be  quantified  by  the  costs  that  can  be  avoided  or  the  added 
value.   Each  of  these  is  explained  below. 

*  Cost  Avoidance  -  The  future  costs  that  can  be  avoided  due  to  increased 
productivity  resulting  from  implementation  of  an  automated  information 
management  system. 

*  Value  Added  -  The  additional  benefits  obtained  with  the  implementation 
of  an  automated  information  management  system.  The  benefits  are 
reflected  in  the  performance  of  additional  services  by  the  present 
number  of  staff  because  of  the  time  savings  resulting  from  the  auto- 
mation of  manual  procedures. 

Some  of  the  specific  areas  impacted  by  an  automated  information  management 
system  are: 

1.    Storage,  retrieval  and  access  to  information. 

Automation  would: 

A.  Eliminate  the  duplication  efforts  needed  to  produce  informa- 
tion. 

B.  Increase  effectiveness  of  searching  for  information. 

C.  Reduce  research,  search,  filing  and  retrieval  time. 

D.  Reduce  lost  time,  recompilation,  and  bad  decisions  by  making 
available  as  much  current  information  as  possible. 

E.  Eliminate  or  reduce  file  cabinet  space  and  other  areas  used 
for  storing  paper. 

F.  Reduce  copy  costs. 
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2.  Communications. 

A.  Improved  communication  systems  could  reduce  the  need  for 
written  authorizations  or  corrections  and  improve  time  manage- 
ment of  office  activities. 

B.  Improved  communications  with  the  field  could  facilitate  more 
timely  decision  making. 

C.  Improved  communications  could  result  in  a  reduction  of  errors 
such  as  duplication  of  service  or  delayed  policy  implementa- 
tion. 

3.  Scheduling. 

Enhanced  coordination  of  management  activities  through  automation 
would  maximize  the  use  of  resources. 

4.  Capture,  Analysis  and  Presentation  of  Data. 

Automation  in  this  area  would  shorten  the  time  required  for  and 
increase  the  accuracy  of  analysis  and  decision  making.  This  would 
enable  the  present  staff  to  do  more  and  better  quality  work.  It 
would  also  reduce  wasted  or  inefficient  use  of  funds  by  having 
available  more  accurate  and  correct  expenditure  and  balance  infor- 
mation for  managers. 

5.  Capture,  Creation,  Revision  and  Presentation  of  Data. 

Automation  in  this  area  would  enable  departments  to  more  adequately 
meet  deadlines  and  reduce  the  negative  aspects  attendant  to  such 
failures.  The  time  saved  by  avoiding  re-creation,  reproofing  and 
rekeying  text  would  result  in  reduced  overtime  and  improved  docu- 
ment quality.  This  improvement  in  quality  should  result  in  fewer 
errors  thereby  helping  to  prevent  federal  sanctions  against  the 
department. 

Intangible  Benefits 

An  automated  information  management  system  would  also  result  in  certain 
intangible  benefits  to  improve  productivity  and  savings.  Some  of  these  are 
listed  below: 

*  There  would  be  better  control  of  information. 

*  There  would  be  more  timely  information  available.  The  effectiveness  of 
certain  types  of  information  depends  largely  upon  the  speed  of  collec- 
tion and  dissemination. 

*  Decision  quality  would  be  improved  from  greater  speed  and  convenience  in 
obtaining  information  as  well  as  the  increased  accuracy  of  the  informa- 
tion. 
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*  Time  management  would  improve  due  to  better  scheduling  and  greater  speed 
of  work,  with  reduction  in  duplicated  activities. 

*  Communication  would  be  simplified  and  more  timely. 

*  Work  quality  would  improve  since  the  chances  for  human  errors  are 
minimized  through  elimination  or  reduction  in  repetitive  mundane  tasks. 

*  The  amount  of  missing  information  would  be  reduced  because  information 
in  electronic  files  does  not  have  to  be  removed  from  the  files  until  it 
is  ready  to  be  purged. 

*  The  level  of  services  would  rise  because  of  the  increased  speed  and 
accuracy  of  information  processing  and  the  improved  coordination. 

*  Better  management  of  funds  would  result  because  decision  makers  would 
have  fast,  accurate  and  up-to-date  expenditures  and  balances. 

*  Handling  corrections  in  most  automated  procedures  would  be  faster  and 
more  convenient. 

*  Revision  and  reworking  items  such  as  letters,  form  letters,  and  manage- 
ment or  court  reports  could  be  done  faster  and  easier. 

Repetitive  activities  such  as  retyping  or  re-creating  items  that  remain 
primarily  the  same,  with  the  exception  of  a  few  changes,  would  be  elim- 
inated. 

Certain  skills,  particularly  in  the  secretarial  area,  would  be 
improved. 

Routine  skills  such  as  typing  would  be  greatly  enhanced. 

Automation  would  reduce  potential  planning  costs  that  occur  as  a  result 
of  inaccurate  information. 

Automation  will  allow  current  personnel  to  utilize  more  efficient  tools 
which  result  in  better  decisions. 

*  Automation  will  allow  current  personnel  to  be  utilized  more  efficiently 
and  productively  thereby  positively  impacting  staff  morale. 

General  Productivity  Benefits 

In  order  to  identify  the  possible  potential  savings  of  implementing  an 
automated  information  management  system,  the  APT  used  the  profile  of  work 
activities  as  the  frame  of  reference.  This  profile  was  produced  from  the 
answers  of  245  department  staff  to  questionnaires  dealing  with  their  work 
activities.  Ninety-three  percent  (93%)  of  the  questionnaires  were  completed 
and  returned  by  agency  staff.  Employees  from  all  segments  of  the  organiza- 
tion were  included  in  the  study.  These  employees  were  divided  into  two  basic 
categories  based  on  job  similarities  and  how  the  APT  Team  estimated  their 
positions  would  be  impacted  by  automation.  These  categories  included  the 
following: 
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* 


* 


* 


* 


1.  Managerial  and  Professional  -  This  group  included  all  employees 
from  grade  11  through  17  from  the  State  office,  Counties  and 
District  offices.  This  category  includes  eligibility  technicians, 
social  workers,  supervisors,  program  managers,  administrative 
officers,  county  directors,  field  supervisors,  social  worker  super- 
visors, and  management  staff. 

2.  Support  Staff  included  all  clerical  staff  including  clerical  super- 
visors and  administrative  assistants,  secretaries,  clerks,  and  word 
processing  operators. 

Based  on  the  questionnaire  results,  the  interview  statements  of  60  agency 
staff,  and  the  improvement  factors  provided  by  the  IBM  consultant,  APT 
determined  how  much  time  could  be  saved  in  each  employee  category  if  an 
automated  information  management  system  was  implemented.  By  adding  savings 
for  each  activity,  the  APT  Team  arrived  at  overall  estimates  of  time  saved. 
See  Table  2,  "Productivity  Improvement  by  Employee  Category". 

The  improvement  factors  used  on  Table  2  "Productivity  Improvement  by 
Employee  Category"  are  defined  as  time  savings  percentages  resulting  from  the 
implementation  of  an  automated  information  management  system.  The  percent- 
ages were  reduced  by  10%  by  the  APT  Team  to  provide  for  a  more  conservative 
time-saving  figure. 

The  dollar  value  of  the  potential  savings  was  calculated  by  using  an  average 
salary  for  each  employee  category.  Benefits  were  calculated  at  25%  of 
salary.  Based  on  this  initial  analysis,  potential  savings  of  more  than 
$5,000,000  per  year  would  be  expected  to  result  from  an  automated  information 
management  system  for  the  organization.  See  Table  4  (on  page  11) ,  "Potential 
Savings  for  the  Organization."  Additional  non-quantifiable  savings  can  be 
expected  in  many  of  the  intangible  benefits  previously  mentioned. 

It  should  be  stressed  that  the  means  by  which  this  organization  will  realize 
benefits  can  vary.  The  intent  of  the  time  saved  is  not  necessarily  for  the 
purpose  of  a  decrease  in  staff,  but  rather  to  improve  the  overall  service  to 
the  agency  client  and  the  public  and  improve  the  organization's  performance. 
In  departments  with  growing  demands  for  service  or  financial  assistance,  the 
additional  staff  needed  to  meet  those  demands  should  be  lessened.  This  type 
of  benefit  is  usually  referred  to  as  opportunity  value;  time  savings  present 
the  opportunity  to  enhance  efforts  elsewhere. 

Phase  II:   Statewide  Cost  Analysis 

Hardware/Software  Cost  Breakdown 

The  below  costs  are  associated  with  implementing  the  entire  system  as  iden- 
tified in  the  "General  Systems  Needs"  chapter  and  recommended  for  implementa- 
tion in  the  "Implementation  Plan".  The  hardware  and  software  costs  below 
represent  the  cost  of  services  for  users  during  the  first  year  of  full  imple- 
mentation. 


These  improvement  factors  were  generated  from  studies  conducted  by  Booz, 
Allen,  and  Hamilton,  Inc.   (independent  sources)  and  IBM. 
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HARDWARE 


Annual 

Maintenance 

Description               No. 
Control                    1 

$ 

Price 
18,500 

Cost 

3274-41A 

$     700 

3274-61C 

Control  Units              18 

181,476 

7,344 

3274-41C 

Control  Units              32 

465,344 

17,280 

3270 

PC                       352 

1 

,685,728 

286,176 

3179 

Terminal                  50 

91  ,213 

7,526 

4201 

Pro  Printer              264 

103,488 

10,824 

5201.02 

Quiet  Writer  Printer       88 

106,832 

17,160 

Sub-Total  Computer  Equipment 

$2 

,652,581 

$347,010 

Other  Equipment 

Tables                        402 

96,480 

9 

Miscellaneous  Installation      (50  sites 

Cha 

irges                      @  $500) 
Total  Equipment  Costs 

25,000 

0 

$2 

,774,061 

$347,010 

SOFTWARE 


Description 

Stairs 

Disoss 

SRS 

Displaywrite 

III 

Lotus  1- 

-2-3 

Annual 

Maintenance 

No. 

Price 

0 

Cost 

1 

$ 

24,000 

0 

0 

0 

0 

352 

$89,760 

0 

352 

105,600 

0 

Total  Software  Needs 
Total  Hardware  Needs 


$   195,360 
$2,774,061 


$2,969,421 


$  24,000 
$347,010 


$371,010 


Usage  cost  from  Department  of  Administration  has  not  been  determined. 
However,  these  costs  could  be  substantial,  the  Implementation  Team  will  be 
able  to  calculate  this  cost  after  the  pilot  projects  are  completed. 
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Non-System  Costs 

The  proper  implementation  of  the  recommended  system  would  result  in  addit- 
ional costs  with  the  following  breakdown: 

1.  Additional  staffing  of  two  (2)  $  76,256 

2.  In-house  end-users  training  32,000 

3.  To  install  lines  (1  time  charge)  4,400 

4.  Average  users  charge  for  phone  line  110 ,880 

$223,536 


Cost/Benefit  Analysis 

Using  the  total  productivity  benefit  calculated  earlier,  the  projected  hard- 
ware and  software  costs  and  the  non-system  costs,  the  following  cost  benefit 
can  be  determined: 

First  Year  Costs 

Gross  Benefits  (See  Table  4,  page  11)    $5,132,519 

Less  Purchase  Price  (2,969,421) 

Less  First  Year  Maint.  (371,010) 

Less  Non-System  Costs  (223  ,536) 

Net  Savings  Opportunity  $1 ,568  ,552 


When  the  automated  information  management  system  is  totally  in  place,  the 
annual  net  savings  opportunity  will  increase  from  $1,568,552  to  $4,574,373. 

On-Going  Costs/Benefits 

Gross  Benefits 

(See  Table  4,  Page  11)  $5,132,519 

Less  Maintenance  (371,010) 

Less  Salaries  (76,256) 

Less  Leased  Lines  (110,880) 

Net  Savings  Opportunity  $4,574,373 


FY  1986  Salary  figures  were  used  for  one  grade  18  and  one  grade  15  staff 
to  be  assigned  plus  25%  for  employee  benefits. 

2/ 

Excludes  cost  of  usage  of  Department  of  Administration  equipment  and 

software  which  may  have  a  substantial  impact  on  this  cost. 
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TABLE  1A 

TYPICAL  EMPLOYEE  ACTIVITY  PROFILES 

DEPARTMENT  OF  SOCIAL  AND  REHABILITATION  SERVICES 

STATE  OF  MONTANA 


ACTIVITIES 


MANAGERIAL  &  PROFESSIONAL     CLERICAL 


Creating  Documents: 
Writing  (include  revising, 
editing,  filling  in  forms) 


Proofreading  (documents  that 
have  been  typed) 


% 
15.37 


2.52 


% 
9.65 


Typing 

1.4 

12.86 

Dictation 

(to  secretary  or  machine) 

2.45 

.24 

4.69 


Communication : 


Reading  (exclude  proofreading, 
searching,  incoming  mail) 


6.48 


3.64 


Telephone  (exclude  dictation) 


10.67 


7.65 


Meeting  (scheduled  or  unscheduled, 
at  or  away  from  your  desk) 


15.49 


3.33 


Conferring  with  secretary /manager 
(exclude  dictation) 


5.04 


3.34 


Analyzing: 


Evaluating,  calculating 


10.79 


8.8 


Planning/Scheduling 
(your  work  or  others) 


5.25 


4.26 


Using  Terminal 


1.44 


15.45 


Administering: 


Mail  Handling  (opening  &  reading 
incoming  mail,  exclude  answering) 


3.90 


5.04 


Filing  (putting  information  into  files; 
include  your  own  desk/office  files 


2.45 


5.85 
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TABLE  1A  -  CONTINUED 


TYPICAL  EMPLOYEE  ACTIVITY  PROFILES 

DEPARTMENT  OF  SOCIAL  AND  REHABILITATION  SERVICES 

STATE  OF  MONTANA 


ACTIVITIES 


MANAGERIAL  &  PROFESSIONAL 


CLERICAL 


Copying  (include  walking  to 
and  from,  waiting) 


% 
2.49 


% 
3.42 


Retrieving  Files  (taking  information 
from  files;  include  your  own  desk/office 
files) 


2.74 


3.38 


Searching  for  information  (files, 
manuals,  books,  publications  &  people) 

4.76 

4.9 

Traveling  (away  from  your  home  location) 
collating 

6.76 

3.5 

Other 

TOTAL  % 

100% 

100% 
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TABLE  2 A 


PRODUCTIVITY  IMPROVEMENT  BY  EMPLOYEE  CATEGORY 
DEPARTMENT  OF  SOCIAL  AND  REHABILITATION  SERVICES 
STATE  OF  MONTANA 


MANAGERIAL  AND  PROFESSIONAL 


PERCENT  OF 

PERCENT  OF 

PERCENT  OF 

IMPROVEMENT 

TOTAL  TIME 

PERCENT 

ACTIVITIES 

TIME  SPENT 

FACTOR 

SAVED 

TOTAL 

Creating  Documents 


Writing 
Typing 
Dictation 
Proofreading 


15.37 

X 

18 

1.40 

X 

36 

2.45 

X 

18 

2.52 

X 

18 

2.77 
.51 
.45 
.46 


TOTAL  TIME  SAVINGS  IN  CREATING  DOCUMENTS 


4.19 


Communicating 


Reading 

6.48 

X 

9 

Telephone 

10.67 

X 

18 

Meetings 

15.49 

X 

9 

Conferring  with 

Secretary /Manager 

5.04 

X 

45 

.59 
1.92 
1.40 

2.27 


TOTAL  TIME  SAVING  IN  COMMUNICATING 


6.18 


Analyzing 


Evaluating /Calculating 
Planning/Scheduling 
Using  a  Terminal 


10.79 

X 

0 

5.25 

X 

18 

1.44 

X 

0 

0 
.95 

0 


TOTAL  TIME  SAVING  IN  ANALYZING 


.95 


Administering 


Mail  Handling 

3.90 

X 

45 

Filing 

2.45 

X 

45 

Copying 

2.49 

X 

54 

Retrieving  Files 

2.74 

X 

54 

Searching  for  Info 

4.76 

X 

45 

Traveling 

6.76 

X 

9 

1.76 
1.11 
1.35 
1.48 
2.15 
.61 


TOTAL  TIME  SAVING  IN  ADMINISTERING 


TOTAL  POTENTIAL  TIME  SAVING 


8.46 
19.78 
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TABLE  2B 


PRODUCTIVITY  IMPROVEMENT  BY  EMPLOYEE  CATEGORY 
DEPARTMENT  OF  SOCIAL  AND  REHABILITATION  SERVICES 
STATE  OF  MONTANA 


CLERICAL 


PERCENT  OF 

PERCENT  OF 

PERCENT  OF 

IMPROVEMENT 

TOTAL  TIME 

PERCENT 

ACTIVITIES 

TIME  SPENT 

FACTOR 

SAVED 

TOTAL 

Creating  Documents 


Writing 
Typing 
Dictation 
Proofreading 


9.65 

X 

18 

12.86 

X 

36 

.24 

X 

18 

4.69 

X 

18 

1.74 

4.63 

.05 

.85 


TOTAL  TIME  SAVINGS  IN  CREATING  DOCUMENTS 


7.26 


Communicating 


Reading 

3.64 

X 

9 

Telephone 

7.65 

X 

18 

Meetings 

3.33 

X 

9 

Conferring  with 

Secretary /Manager 

3.34 

X 

45 

.33 

1.38 

.30 

1.51 


TOTAL  TIME  SAVING  IN  COMMUNICATING 


3.52 


Analyzing 


Evaluating/Calculating 
Planning/Scheduling 
Using  a  Terminal 


8.8 

X 

0 

4.26 

X 

18 

15.45 

X 

0 

0 

.77 
0 


TOTAL  TIME  SAVING  IN  ANALYZING 


77 


Administering 


Mail  Handling 

5.04 

X 

45 

Filing 

5.85 

X 

45 

Copying 

3.42 

X 

54 

Retrieving  Files 

3.38 

X 

54 

Searching  for  Info 

4.90 

X 

45 

Sorting 

3.5 

X 

9 

2.27 
2.64 
1.85 
1.83 
2.21 
.32 


TOTAL  TIME  SAVING  IN  ADMINISTERING 


TOTAL  POTENTIAL  TIME  SAVING 


11.12 
22.67 
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TABLE  3 

PERSONNEL  DATA  BY  EMPLOYEE  CATEGORY 
DEPARTMENT  OF  SOCIAL  AND  REHABILITATION  SERVICES 

STATE  OF  MONTANA 

Category 

Number  of 

Employees 

by  Category 

1 
Average 

Annual 

Salary 

Average 
Annual 
Benefits 

Average 
Cost  Per 
Employee 

Managerial  & 

Professional           593 

22,152 

5,538 

27,690 

Clerical 

462 

14,394 

3,598 

17,992 

1/ 

2/ 


Based  on  FY  86  Salary  Levels 

Benefits  are  figured  at  approximately  25%  of  Gross  Salary. 


TABLE  4 


POTENTIAL  SAVINGS 


DEPARTMENT  OF  SOCIAL  AND  REHABILITATION  SERVICES 
STATE  OF  MONTANA 


Category 

Managerial  &  Professional 

Clerical 

Total 


%  Time 
Number  X   Saved 


Average 

Position   Cost  Per   Potential 

Saving  X  Employee  =   Savings 


593   X   19.78 
462   X   22.67 


117.30   X   27,690 
104.74   X   17,992 


3,248,037 
1,884,482 


1,055 


222.04 


5,132,519 


Cost  Assumptions 

Certain  assumptions  are  always  necessary  when  projecting  costs  and  benefits 
for  a  future  period.   This  analysis  includes  the  following  assumptions: 

1.    Assumed  that  department-wide  one  PC  would  be  needed  for  every  three 
employees  under  grade  18.   (1,055  employees  *  3) 
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2.  Assumed  that  several  locations  (county,  division  or  district/area/ 
region  office)  would  need  one  (1)  3179  terminal. 

3.  Assumed  that  one  letter  quality  printer  and  three  data  processing 
quality  printers  would  be  acceptable  for  every  four  PC's. 

4.  The  APT  assumed  that  each  PC  would  need  one  Displaywrite  III 
software  package  and  one  Lotus  1-2-3  software  package. 

5.  The  Team  determined  that  two  permanent  positions  would  be  needed 
for  the  implementation  team.  Assumed  a  team  leader  at  a  grade  18, 
and  a  data  processing  professional  at  a  grade  15. 

6.  Employee  benefits  are  estimated  to  be  between  21. and  25  percent  for 
this  department.  The  higher  end  of  this  range  was  used  to  deter- 
mine employee  benefits. 

7.  The  cost  of  training  was  determined  by  estimating  that  five  weeks 
per  location  would  be  needed.  Travel  costs  are  estimated  at  $155 
per  week  with  41  locations  requiring  travel. 

8.  The  phone  line  user  charge  which  is  used,  is  the  Department  of 
Administrations  rate  for  phone  lines  from  100  to  250  miles  from 
Helena.  This  was  determined  to  be  a  reasonable  median  rate  for 
phone  lines  given  the  distances  from  Helena  of  the  locations  to  be 
served  by  this  system.  It  was  assumed  for  purposes  of  this  analy- 
sis that  new  lines  would  be  necessary  for  each  location  outside  of 
Helena. 

9.  All  equipment  prices,  maintenance  rates,  and  phone  lines  rates  are 
obtained  through  direct  contact  with  vendors,  or  the  Department  of 
Administration . 

10.  The  cost  estimates  expressed  in  this  chapter  are  not  all  inclusive 
as  only  an  actual  on-site  evaluation  can  determine  all  items  of 
expense.  Such  an  evaluation  is  not  possible  for  this  plan  and  is 
incorporated  in  the  duties  of  the  implementation  team. 

11.  Current  equipment  has  not  been  included  in  the  assumptions  upon 
which  this  cost  benefit  analysis  is  based. 
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PERCENT    OF    TIME — LEUEL   1 


Administering — 26'/. 


ftnalyzi 


Creating   Doc--27x 


Co  Mrtun  i  c  a  t  i  n  g-  - 1 8  X 
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LEVEL  1 


CREATING  D0C.--27X 


C0MMUNICATING--18X 


Proof  ing 


Dictating 


Wri  ting 


Confer 


Meetings 


Typing 


Reading 


Phone 


ANALYZING--29X 


ADMINISTERING--26X 


Data 
Proc  . 


NXsiiTS  |vn?r\    Evaluate 


Travel 


Planning 


Research 


Filing 


>     Ml  !~n7  Search 
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PERCENT  OF  TIME — LEUEL  2 


Adninistering — 23'/. 


Analyzing--!?'/ 


Creating  Doc. — 22"/. 


ating — 38V. 
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LEVEL  2 


CREATING  DOC. — 22X 
Proof  inc.' 


Die  tat ing 


Typing 


COMHUNI  CAT  I  NG — 38'/. 
Confer 


Reading 


Wri  ting 


Meetings 


Phone 


ANALV2ING--17X 

Data 
Proc 


ADMINISTERING--23'/ 


Planning 


Travel  A 


Evaluate 


Research 


Search 
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Pilot  Projects 

Project  1:   County  Office 

As  recommended  by  the  Implementation  Plan,  a  pilot  project  for  fully  automat- 
ing a  county  office  would  be  undertaken.  The  following  cost  benefit  analysis 
relates  to  this  project. 

HARDWARE  NEEDS 


Description 


3274-41C  Control  Units 

3270      PC 

3179      Terminal 

4201      Pro  Printer 

5201.02   Quiet  Writer  Printer 

Furniture 

Miscellaneous 

Installation  Costs 

Total  Hardware  Costs 


Annual 

Maintenance 

No. 

Price 

$14,542 

Cost 

1 

$    540 

15 

71,835 

12,195 

1 

1,721 

142 

9 

3,528 

369 

6 

7,284 

1,170 

16 

3,840 

0 

500 


$103,250 


$14,416 


SOFTWARE  NEEDS 


Description 
1 


Stairs  Program 

2 
Disoss 

2 
SRS  Files 

Displaywrite  III 

Lotus  1-2-3 


Total  Software  Costs 
Total  Hardware  Costs 
Total  Systems  Costs 


No. 

$ 

Price 

0 

Annual 
License 
Fee 

1 

$8,000 

0 

0 

0 

0 

15 

3,825 

0 

15 

4,500 

0 

$ 
$ 

8,325 
103,250 

$  8,000 
$  14,416 

$ 

111,575 

$  22,416 

Stairs  cost  is  divided  between  3  pilot  projects,  as  the  overall  scope  of 

the  project  expands  this  cost  will  decrease  on  a  per  project  basis. 

2/ 

Cost  unknown  at  this  time 

3/ 

It  is  possible  remodeling  costs  may  be  incurred  and  could  be  quite  large 

in  amount.   This  is  unknown  at  this  time. 
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Non  System  Costs 


Phone  Line  Installation  Cost 
Phone  Line  Usage  Charge 
Staff  Costs  for  Training 
Total 


$100 
720 


$820 


First  Year  Costs 


Cost  Benefit  Analysis 


Gross  Benefits 

Less:   Purchase  Price 

Maintenance  Cost 

Non  System  Cost 

Net  Saving  Opportunity  1st  Year 


$187,731 
(111,575) 
(22,416) 
(820) 
$  52,920 


On-Going  Cost  Benefits 

Gross  Benefits 

Less:   Maintenance  Costs 

Non  System  Costs 
Net  Savings  Opportunity 


$187,731 
(22,416) 
(720) 
$164,595 


Category 

Managerial  &  Professional 

Clerical 

Total 


Potential  Savings 

Average 
%  Time   Position   Cost  Per   Potential 
Number  X   Saved  =   Saving  X  Employee  =   Savings 

31    X   19.78  =    6.13    X   27,690   =  $169,739 

7    X   22.67  =    1.59   X   17,992   =   $17,992 


38 


7.72 


$187,731 


Staff  salaries  will  be  an  indirect  cost  for  training  at  this  Pilot 
Project.  The  cost  would  be  allocated  statewide  when  implementation  is 
completed  statewide.  Project  2:   SRS  District  Office 


VI  -  18 


As  recommended  in  the  Implementation  Plan,  a  pilot  project  for  fully  auto- 
mating an  SRS  District  (Regional,  Area,  etc)  office  would  be  undertaken.  The 
following  cost  benefit  analysis  relate  to  this  project. 


HARDWARE  NEEDS 


Description 

3274-41C   Control  Units 

3270      PC 

3179      Terminal 

4201      Pro  Printer 

5201.02   Quiet  Writer  Printer 

Furniture 

Miscellaneous 

Installation  Charges 

Total  Hardware  Costs 


Annual 

Maintenance 

No. 

Price 
$   14,542 

Cost 

1 

$ 

540 

14 

67,046 

11,382 

1 

1,721 

142 

13 

5,096 

533 

1 

1,214 

195 

15 

3,600 

0 

500 


$ 93,719 


0 


$  12,792 


SOFTWARE  NEEDS 


Stairs 


Description 


Disoss 

2 
SRS  Files 

Displaywrite  III 

Lotus  1-2-3 


Total  Software  Costs 
Total  Hardware  Costs 
Total  Systems  Costs 


No. 

$ 

Price 

0 

Annual 
License 
Fee 

1 

$ 

8,000 

0 

0 

0 

0 

14 

3,570 

0 

14 

4,200 

0 

$ 

$ 

7,770 
93,719 

$ 
$ 

8,000 
12,792 

$ 

101,489 

$ 

20,792 

Stairs  cost  is  divided  between  three  pilot  projects,  as  the  overall  scope 

of  the  project  expands  this  cost  will  decrease  on  a  per  project  basis. 

2/ 

Cost  unknown  at  this  time 

3/ 

It  is  possible  building  modification  costs  may  be  incurred  and  could  be 

quite  large  in  amount.   This  is  unknown  at  this  time. 
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Non  System  Costs 


Phone  Line  Installation  Cost 
Phone  Line  Usage  Charge 
Staff  Costs  for  Training 
Total 


$   100 
2,520 

1,550 
$4,170 


First  Year  Costs 


Cost  Benefit  /Analysis 


Gross  Benefits 

Less:   Purchase  Price 

Maintenance  Cost 

Non  System  Cost 

Net  Saving  Opportunity  1st  Year 


$183,192 
(101,489) 
(20,792) 
(4,170) 
$  56,741 


On-Going  Cost  Benefits 

Gross  Benefits 

Less:   Maintenance  Costs 

Non  System  Costs 
Net  Savings  Opportunity 


$183,192 
(20,792) 
(2,520) 

$159,880 


Category 

Managerial  &  Professional 

Clerical 

Total 


Potential  Savings 

Average 
%  Time   Position   Cost  Per   Potential 
Number  X   Saved  =   Saving  X  Employee  =   Savings 

26    X   19.78  =   2.267    X   27,690   =  $142,404 

10    X   22.67  =   5.1428   X   17,992   =   $40,788 


36 


7.72 


$183,192 


Includes  only  travel  costs  as  total  training  costs  are  not  known  at  this 
time.  Total  training  costs  would  be  allocated  by  project  when  implementation 
is  completed. 
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Project  3:   Automate  Agency  Manuals 

The  third  priority  established  by  APT  is  to  address  the  need  for  a  more 
timely  and  accurate  dissemination  of  manual  policies  and  interpretations,  and 
more  efficient  manual  updating  and  location  of  appropriate  policy.  To  this 
end  project  3  is  to  put  all  policy  and  procedure  manuals  into  an  on-line 
access  system  to  be  developed  for  the  state  office  and  shared  with  projects  1 
and  2.  Benefits  can  not  be  calculated  as  retrieval  of  information  for 
manuals  was  not  calculated  for  this  study. 


System  Costs 

Stairs 

5-3270  PC 

1-5201.02  Quiet  Writer  Printer 

Cost  of  Transfer  to  Database 

2 
Cost  of  Program  Development 

Lotus  1-2-3 

Displaywrite  III 

Total  System  Cost 


Cost 


$ 

0 

23 

,945 

1 

,274 
0 
0 

1 

,500 
255 

$ 

26, 

,974 

Annual 
Maintenance 
Cost 

$  8,000 

4,065 

195 

0 

0 

0 

0 


$12,260 


Total  1st  Year  Costs 


$39,234 


On-Going  Costs 


$12,260 


The  extent  of  time  and  number  of  staff  required  to  transfer  manuals  cur- 
rent stored  in  the  word  processors  of  Centralized  Services  Word  Processing 
unit  can  not  be  estimated  without  more  detailed  planning  which  is  the  imple- 
mentation team  responsibility. 

2/ 

The  extent  of  program  development  required  for  this  project  depends  on 

what  current  capabilities  of  Department  of  Administration  host  system. 
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Project  4:   Training  For  Existing  Automation  Equipment 

A  significant  number  of  problem  statements  identified  a  need  for  staff  to 
receive  initial  and  on-going  training  for  equipment  currently  on-site  but 
either  not  utilized  or  under  utilized. 

The  cost  for  training  can  not  be  estimated  until  a  detailed  evaluation  is 
made  of  the  type  and  numbers  of  equipment  on-site,  and  the  number  of  staff 
needing  training. 


Project  5: 


Calendaring/Director's  Office 


The  implementation  Plan  calls  for  a  calendaring  function  to  be  established 
for  Executive  Management  in  the  Department.  The  following  schedule  reflects 
the  costs  necessary  to  install  this  type  of  system  in  the  Director's  Office. 
All  of  costs,  such  as,  the  cost  of  utilizing  existing  programs  of  this  type 
at  the  Department  of  Administration  could  not  be  determined  at  this  time. 
Neither,  could  a  value  be  assigned  to  the  benefit  received  from  this  service 
as  the  time  assigned  by  executive  management  to  calendaring  activities  was 
not  within  the  scope  of  the  APT  study. 


System  Costs 


Description 

3179  Terminal 
3178  Terminal 
8100  Software 
Installation  Cost 
Furniture 


Total  Systems  Costs 


First  Year  Costs 


On-Going  Costs 


Annual 

Maintenance 

No. 

$ 

Price 

13,768 

Cost 

8 

$   1,136 

1 

1,290 
1,000 
1,500 
1,920 

75 

$ 

19,478 

$   1,211 

$  20,689 

$   1,211 
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GLOSSARY  OF  TERMINOLOGY 


GLOSSARY  OF  TERMINOLOGY 


WORDS 
Application: 

Archiving: 

ASCII: 


Auto-Answer: 


Auto-Call: 


Automation : 


Background  Processing: 


Back-Up: 


Batch  Environment: 


Batch  Processing: 


Baud: 


DEFINITIONS 

An  automated  system;  for  example,  a  payroll 
application,  MIMS,  accounts  receivable,  etc. 

The  storage  of  a  file  on  an  off-line  storage 
device  such  as  magnetic  tape  or  diskette. 

"American  Standard  Code  for  Information 
Interchange."  A  standard  code  that  assigns 
specific  internal  computer  representations  to 
each  sign,  symbol,  numeral,  letter,  and  oper- 
ation in  a  specific  set. 

Answering  in  which  the  called  data  equipment 
automatically  responds  to  the  calling  signal. 
Synonymous  with  automatic  answering. 

A  machine  feature  that  allows  a  transmission 
control  unit  or  a  station  to  initiate  a  call 
automatically.  Synonymous  with  automatic 
calling. 

The  study,  design,  development,  and  appli- 
cation of  methods  of  rendering  processes  more 
automatic,  self-moving  or  self-controlling 
using  electronic  computers. 

The  execution  of  an  operator's  request  such 
as  printing  a  document  while  the  operator  is 
performing  other  tasks. 

A  system,  device,  file,  or  facility  that  can 
be  used  in  the  event  of  a  malfunction  or  loss 
of  data. 

An  environment  to  which  data  processing  jobs 
in  command  lists  are  submitted.  The  environ- 
ment schedules  their  execution,  independent 
of  their  submitter. 

Computer  processing  in  which  the  control  of 
data  flow  is  determined  by  the  input  program 
and  the  computer  system  rules.  The  user, 
generally,  does  not  interact  with  the  comput- 
er program  while  processing  is  taking  place. 

A  unit  of  signaling  speed  equal  to  the  number 
of  discrete  signal  events  per  second  (i.e., 
1200  baud,  9600  baud,  etc.). 


WORDS 


DEFINITIONS 


Byte: 
Calendaring: 

Centering  (Automatic) : 
CPU: 

Coding  Standards: 
Communication  Control  Unit: 
Computer  Network: 


Concentrator: 


Configuration: 


Control  Unit: 


Cursor: 


CRT: 
Data: 


Data  Base: 


The  representation  of  a  character. 

An  application  which  allows  secretaries  and 
professionals  to  maintain  a  calendar  of  meet- 
ings and  other  commitments. 

The  positioning  of  text  so  that  its  midpoint 
is  centered  in  relation  to  the  page  or  text. 

The  unit  of  a  computer  that  contains  the 
internal  memory  and  processing  logic. 
(Central  Processing  Unit) 

A  set  of  rules  specifying  the  manner  in  which 
data  may  be  represented. 

A  communication  device  that  controls  the 
transmission  of  data  over  lines  in  a  network. 

A  complex  consisting  of  two  or  more  inter- 
connected computing  units. 

In  data  transmission,  a  unit  that  permits  a 
common  transmission  medium  to  serve  more  data 
sources  than  there  are  channels  currently 
available  within  the  transmission  medium. 

The  arrangement  of  a  computer  system  or  net- 
work as  defined  by  the  nature,  number,  the 
chief  characteristics  of  its  functional 
units. 

An  electronic  device  that  facilitates  the 
transmission  of  data  between  two  or  more  com- 
puters. 

A  lighted  spot  on  a  CRT  used  to  indicate  a 
position;  for  example,  (a)  a  lighted  spot  on 
a  display  to  indicate  where  the  next  input 
data  will  appear,  or  (b)  a  light  spot  (on  a 
display)  used  and  moved  by  the  operator  to 
communicate  with  the  computer. 

Cathode  Ray  Tube  (Terminals) . 

A  representation  of  information  in  a  formal- 
ized manner  suitable  for  communication, 
interpretation,  or  processing  by  human  or 
automatic  means. 

A  collection  of  data  that  is  fundamental  to 
an  enterprise. 


WORDS 


DEFINITIONS 


Data  Base  Management  System: 


A  system;  a  software  system  designed  to  main- 
tain, manage,  and  protect  the  data  in  a  data 
base,  controlling  the  processes  of  entry, 
storage,  retrieval  and  manipulation  of  data. 


Data  Communication: 


The  transmission,  reception  and  validation  of 
data  according  to  appropriate  protocol. 


Data  File: 


A  collection  of  related  data  records  organ- 
ized in  a  specific  manner. 


Data  Processing: 


The  performance  of  computer-related  opera- 
tions upon  data;  for  example,  handling,  sort- 
ing, merging,  computing. 


Dial-Up: 


The  use  of  a  telephone  to  initiate  a  connec- 
tion between  two  stations  that  allow  them  to 
communicate.  Contrast  with  hardwired  connec- 
tion. 


Disk  Drive: 


A  mechanism  for  recording  or  retrieving  data 
from  magnetic  disk. 


Diskette  (Floppy  Disk) 


A  thin,  flexible  magnetic  disk  and  a  semi- 
rigid protective  jacket,  on  which  data  is 
permanently  encoded.  Contrast  with  fixed,  or 
hard  disk. 


Distribution  List: 


A  collection  of  one  or  more  name-location 
pairs  that  is  used  to  send  messages  to  all 
entries  in  the  list. 


Document : 


A  collection  of  one  or  more  lines  of  data 
that  can  be  named  and  stored  as  a  separate 
entity. 


Dot  Matrix  Printer: 


A  printer  which  prints  character  images  using 
a  two-dimensional  pattern  of  dots. 


Emulation: 


The  act  of  imitating  or  performing  as  if  a 
device  or  program  were  something  else. 


Edit: 
End  User: 


To  review,  modify,  or  delete  text. 

The  ultimate  destination  of  information  flow- 
ing through  a  system. 


Field: 


A  specified  area  in  a  record  which  is  consis- 
tently used  for  a  particular  category  of 
data.  For  example,  the  Social  Security 
Number  and  monthly  salary  would  be  two  fields 
in  a  payroll  record. 


WORDS 


DEFINITIONS 


Function  Key: 

Global: 

Hard  Copy: 
Hardware : 

Hardwired: 
Host  Processor: 
Index: 

Inquiry: 

Intelligent  Work  Station: 

Interactive: 

Mass  Storage: 
Megabyte: 

Menu: 


MIMS : 


MMIMS: 


A  key  on  a  terminal  or  microcomputer  keyboard 
that  causes  the  system  to  perform  some  pre- 
defined function. 

An  operation,  such  as  delete,  search,  or 
replace,  which  is  performed  for  the  entire 
document. 

A  printed  copy  of  machine  output. 

Physical  equipment  used  in  data  processing 
and  office  automation,  as  opposed  to  programs 
and  procedures  (software) . 

Pertaining  to  physical  connection.  Contrast 
with  dial-up  connection. 

A  processor  that  controls  all  or  part  of  a 
user  applications  network. 

A  list  of  the  contents  of  a  file  or  of  a 
document,  together  with  keys  or  references 
for  locating  the  contents. 

A  request  for  information  from  storage. 

Programmable  terminal  or  a  microcomputer. 

A  type  of  computer  processing  in  which  the 
user  interacts  with  the  computer  during  the 
processing  of  data. 

Storage  having  very  large  capacity. 

Approximately  one  million  bytes  (1,048,576  - 
exact) . 

A  method  for  selecting  and  activating  inter- 
active commands.  A  typical  menu  is  repre- 
sented by  an  array  of  system  command  names 
displayed  on  a  CRT. 

The   Montana   Income   Maintenance   System 
Records  transactions  relating  to  AFDC  and 
Medicaid  eligibility  and  produces  payments  to 
eligible  recipients. 

Montana  Medicaid  Information  Management 
System  -  operated  by  a  Fiscal  Intermediary  to 
pay  Medicaid  and  other  medical  claims  and 
produce  management  reports . 


WORDS 


DEFINITIONS 


Modem: 


Abbreviation  for  "modulator-demodulator".  A 
pair  of  modems,  one  at  each  end  of  a  com- 
munication line,  is  required  for  operation  of 
terminal  or  peripheral  equipment  remote  from 
the  computer. 


On-line  Processing: 


Data  processing  performed  interactively  upon 
input  of  the  data.  Also,  permits  a  user  to 
call  up  files  for  review. 


Software: 


Programs,  procedures,  rules  and  any  associ- 
ated documentation  pertaining  to  the  opera- 
tion of  an  automated  information  system. 


Stand-Alone  Word 
Processing  Equipment: 


Word  Processing  equipment  for  use  by  one 
operator  at  a  time  that  does  not  depend  on 
the  resources  of  other  equipment  for  its 
normal  operation. 


System: 


A  collection  of  people,  equipment  and  methods 
organized  so  as  to  accomplish  a  set  of 
specific  functions. 


Spreadsheet: 


A  software  system  defining  columns  and  rows 
and,  using  the  rules  thereof,  construct  vari- 
ous displays  and  computations  of  numerical 
input. 


Telecommunications : 


Communication   over   distance   by   telephone 
wire,  microwave,  satellite,  etc. 


Time-sharing: 


Pertaining  to  the  interleaved  execution  of 
two  or  more  programs  simultaneously  by  a 
computer  system. 


Transmission: 


The  sending  of  data  from  one  place  to  an- 
other. 


User  Friendly: 


A  system  which  provides  users  with  meaningful 
prompts,  error  messages  and  recovery  capa- 
bility. "Help"  screens  can  be  requested  to 
explain  prompts  or  error  messages  in  detail 
when  additional  information  is  required. 


Word  Processing: 


A  means  of  improving  the  efficiency  and 
effectiveness  of  document  preparation,  revi- 
sion and  editing.  Word  processing  is  charac- 
terized by  the  ability  to  efficiently  enter, 
store,  and  edit  text. 


Work  Station: 


Study/p 


A  station  at  which  an  individual  can  send 
information  to  or  receive  information  from  a 
processing  unit,  such  as  a  word  processor  or 
computer. 


APPENDIX  A 


STUDY    PLANNING    STEPS 
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APPENDIX  B 


CORRESPONDENCE  USED 


DEPARTMENT  OF 
SOCIAL  AND  REHABILITATION  SERVICES 


TED  SCH  WINDEN.  GOVERNOR 


PO  BOX  4210 


STATE  OF  MONTANA 


HELENA,  MONTANA  59604 


MEMORANDUM 


September  5,  19  84 


TO:       All  Department  Employees 
FROM:      Dave  Lewis,  Director 
RE:         AUTOMATION  STUDY 


The  Department  of  Social  and  Rehabilitation  Services  has  begun  a 
major  effort  to  define  requirements,  develop  an  overall  plan,  and 
recommend  implementation  steps  in  the  automation  of  the  agency. 

In  these  times,  I  am  very  concerned  about  the  potential  reduc- 
tions in  both  federal  and  state  funding  levels.  At  the  same  time 
when  we  may  face  funding  reductions,  we  must  deal  with  constantly 
increasing  caseloads  and  service  needs.  It  becomes  critical  that 
the  Department's  staff  function  as  effectively  as  possible. 
Therefore,  I  want  to  strongly  indicate  my  endorsement  and  support 
of  this  planning  effort.  I  expect  all  Department  staff  to  coop- 
erate with  requests  for  information  by  planning  team  members.  We 
believe  there  is  exciting  potential  for  productivity  gains  within 
our  organization  through  this  approach.  A  thorough  understanding 
of  how  we  accomplish  our  jobs  is  necessary  for  success  in  this 
mission. 

In  the  next  few  days,  members  of  the  automation  planning  team 
will  be  contacting  approximately  25  percent  of  the  Department's 
employees.  Some  of  you  may  be  asked  to  complete  a  questionnaire 
about  your  activities  and  some  will  be  scheduled  for  interviews. 
Your  complete  and  honest  answers  are  appreciated  and  will  be  kept 
confidential.  Please  give  the  team  members  your  cooperation  and 
take  advantage  of  this  opportunity  to  obtain  an  improved  working 
environment . 

The  final  report  will  provide  the  direction  we  will  need  in 
preparing  our  budget  and  any  legislation  required  to  help  us  move 
ahead  with  efforts  to  increase  our  productivity. 
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SOCIAL  AND  REHABILITATION  SERVICES 


PO  B0X4210 


STATE  OF  MONTANA 


HELENA   MONTANA  59604 


September  5,  1985 


TO: 


FROM: 


Lewis,  Director 


RE: 


AUTOMATION  PLANNING  TEAM  (APT) 


A  comprehensive  department-wide  automation  study  began  September  4,  1985.  The 
goal  of  the  study  is  to  identify  information  management  issues  and  problems 
and  how  modern  technology  can  be  used  to  address  them.  The  study  report  will 
be  used  to  set  the  course  for  Department  efforts  over  the  next  few  years. 

To  make  this  plan  realistic,  the  study  team  needs  information  on  current  and 
projected  requirements  from  selected  staff  at  all  levels.  You  have  been 
selected  to  participate  in  the  study.  Participation  will  require  completion 
of  the  attached  questionnaire  and  in  some  cases,  an  interview  with  the  study 
team.   Those  selected  for  the  interviews  will  be  contacted  separately. 

This  project  is  an  important  one  because  it  addresses  the  long  range  goals  of 
the  Department.   The  team  members  and  the  Divisions  they  represent  are: 


Ben  Johns 
Ron  Brown 
John  Chappuis 
Deborah  Christiansen 
Linda  Worsdell 
Bill  Ikard 
Wanda  Stout 
Pete  Surdock 
Peggy  Williams 


Director's  Office 

Centralized  Services 

Audit  Bureau 

Lewis  &  Clark  County  Human  Services 

Developmental  Disabilities 

Economic  Assistance 

Jefferson  County  Welfare 

Community  Services 

Vocational  Rehabilitation 


You  are  to  complete  and  return  this  questionnaire,  to  be  received  by  Ben 
Johns,  by  September  12,  1985.  Your  complete  and  honest  answers  are 
appreciated  and  all  responses  will  be  confidential. 
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DEPARTMENT  OF 
SOCIAL  AND  REHABILITATION  SERVICES 


TED  SCHWINDEN.  GOVERNOR 


P.O  BOX4210 


STATE  OF  MONTANA 


HELENA.  MONTANA  59604 


September  6,  1985 


TO: 


FROM: 


Dave  Lewis,  Director 


RE: 


AUTOMATION  PLANNING  TEAM  (APT) 


My  letter  dated  September  5,  1985,  described  the  Department's 
automation  study.  The  automation  planning  team  has  selected  the 
following  employees  from  your  unit  to  complete  a  questionnaire. 

List  of  Names: 


It  is  imperative  that  these  questionnaires  be  received  in  the  SRS 
State  Office,  ATTN:  Ben  Johns,  by  September  12,  1985.  They 
should  be  addressed  to  Ben  Johns.  Your  assistance  is  needed  to 
help  ensure  that  questionnaires  from  the  above  listed  employees 
are  completed  and  returned  on  time. 


f/ 
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DEPARTMENT  OF 
SOCIAL  AND  REHABILITATION  SERVICES 


TED SCHWINDEN  GOVERNOR 


PO  BOX  4210 


STATE  OF  MONTANA' 


HELENA   MONTANA  59604 


September    9,    198  5 


TO: 

FROM: 

RE: 


Automation  Planning  Team  (APT) 
APT  Interviews 


As  you  are  aware,  the  Department  is  engaged  in  an  extensive  auto- 
mation study  that  includes  the  interview  of  selected  department 
staff. 

You  have  been  selected  to  discuss  your  role  in  the  performance  of 
your  units  function  with  the  APT  team,  in  addition  to  completion 
of  the  questionnaire.  This  interview/discussion  process  will 
include  the  Study  Team  and  several  individuals,  like  yourself, 
representing  various  functions  within  the  Department. 

Your  interview  has  been  scheduled  for  Tuesday,  September  17,  1:00 
p.m.  in  the  first  floor  conference  room  (room  107) ,  SRS  Building, 
111  Sanders  Street,  Helena,  Montana.  The  interview/discussion  is 
expected  to  last  two  hours. 

Some  of  the  issues  to  be  discussed  at  the  interview  are  contained 
in  the  attachment. 

We  look  forward  to  seeing  you  next  week. 


2/j 

Attachment 

cc    Supervisor 
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APPENDIX  C 


QUESTIONNAIRES  USED 


Return  Questionnaire  to  be  received  by  September  12,  1985,  to: 

Ben  Johns 
P.O.  Box  4210 
Helena,  MT   59604 


NAME 


LOCATION 


LEVEL  2  QUESTIONNAIRE 


ACTIVITIES 
Creating  Documents: 

Writing  (include  revising,  editing,  filling  in  forms) 

Typing 

Dictating  (to  secretary  or  machine) 

Proofreading  (documents  that  have  been  typed) 

Subtotal 

Communicating : 

Reading  (exclude  proofreading,  searching,  mail  handling) 

Telephone  (exclude  dictating) 

Meetings  (scheduled  or  unscheduled,  at  or  away  from  your 
desk,  peer  conferences) 

Conferring  with  administrative  staff  (exclude  dictating) 

Subtotal 


%  of  Time 


Analyzing: 

Evaluating/calculating 

Planning/scheduling  (your  work  or  others) 
Using  terminal/Microcomputer/Displaywriter 


Subtotal 


% 
% 


C-l 


LEVEL  2  QUESTIONNAIRE 


ACTIVITIES  %  of  Time 

Administering: 

Mail  handling  (include  opening  and  reading  incoming 

mail;  exclude  answering)  % 


Filing  (putting  information  into  files;  include 

your  own  desk/office  files)  % 

Copying  (include  walking  to  and  from,  waiting)  % 

Retrieving  files  (taking  information  from  files; 

include  your  own  desk/office  files)  % 


Searching  (looking  for  information;  include  files, 

manuals,  books,  listings,  publications,  and  people)  % 

Traveling  (away  from  your  home  location)  % 

Subtotal  % 

Other:  % 

TOTAL         % 


/bb 
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NAME   

LOCATION 


LEVEL  2 


FUNCTION  WORKSHEET 


Work  Unit 
Supervisor: 

Section  1. 


Job  Title: 


YOUR  JOB 


Describe  your  job: 


Section  2, 


STEPS  PERFORMED 


Describe  briefly  the  key  steps  you  perform  in  your  job: 


Section  3 , 


INFORMATION  REQUIRED 


Describe  the  information  required  to  perform  your  job: 
What  Information  Do  You  Need      Where  Do  You  Get  It 


What  Format 
(e.g.,  Memo,  Phone 
Computer  Printout) 


Section  4, 


INFORMATION  YOU  PRODUCE 


Information  You  Produce 


Where  Do  You  Send  It 


Format 
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FUNCTION  WORKSHEET 


Section  5. PROBLEMS 

List  any  problems  or  obstacles  you  experience  in  the  performance  of  your  job. 


Section  6. SUPERVISION  (TO  BE  COMPLETED  BY  SUPERVISORS  ONLY) 

A.    Describe  the  information  you  need  to  carry  out  personnel  administration 
and  other  managerial  duties. 


What  activities  would  you  (or  your  employees)  like  to  spend  more  time  on? 


What  activities  could  you  delegate  to  support  personnel  if  they  had 
additional  time  available? 


D.   What  changes  would  you  make  to  improve  the  operation  of  your  unit? 


/c 
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NAME  

LOCATION 


LEVELS  1  and  2 


CREATING  DOCUMENTS 


SELDOM/ 
NEVER 


SOME- 
TIMES 


OFTEN 


ALWAYS 


1.  Does  it  take  too  long,  in  your 
opinion,  to  get  a  l-to-2  page  memo  or 
letter  typed,  corrected  or  revised, 
and  into  the  mail? 

2.  Does  it  take  too  long,  in  your 
opinion,  to  get  a  5-to-10  page 
document  typed,  corrected  or  revised, 
and  into  the  mail? 

3 .  Do  the  text  documents  you  create 
incorporate  information  provided  in 
computer  reports? 

4.  Are  the  documents  you  create  revised? 

5.  Are  the  documents  you  create  updated 
on  a  regular  basis  (for  example, 
manual  reports) ? 

6.  Is  the  turnaround  time  of  a  document, 
from  creation  to  final,  considered  to 
be  too  long? 

7.  Do  your  key  documents  follow  a 
standard  format? 

8.  Do  your  key  documents  contain  one  or 
more  standard  paragraphs  or 
"boilerplates"? 

9.  Do  you  need  special  characters  or 
symbols  (for  example,  footnotes, 
mathematical  symbols,  foreign  language 
characters) ? 

10.    Do  the  documents  you  create  contain  a 
substantial  amount  of  information  that 
is  already  in  some  typed  document? 


ADMINISTERING 


11.  Are  a  large  number  of  copies  made  of 
documents  you  create? 

12.  Do  your  documents  need  to  be  typeset, 
(i.e. ,  linotype) ? 


C-5 


SELDOM/    SOME- 

NEVER      TIMES      OFTEN      ALWAYS 


13.  Are  the  documents  you  create  sent 
using  standard  distribution  lists? 

14.  Is  mail  received  by  you  from  other 
department  locations  copied  for  filing 
purposes? 

15.  Is  this  mail  copied  and  sent  to  others 
for  their  action  or  information? 

16.  Do  you  copy  documents  yourself? 

17.  Do  you  walk  some  distance  to  use  a 
copier? 

18.  Is  the  copier  unavailable  when  you 
need  it? 

19.  Are  copies  of  the  documents  you 
create  made  for  the  purpose  of  cross- 
reference  filing? 

20.  Is  the  information  you  need  filed  in 
several  places  within  your  department 
(for  example,  department,  project, 
and  your  own  files)? 

21.  Would  it  be  useful  to  have  information 
cross-referenced  when  it  is  filed? 

22.  Do  you  have  trouble  finding  what 
you  are  looking  for  in  your  own  or 
other  files? 

23.  Do  you  not  find  the  information  you 
are  seeking? 

24.  Would  it  be  helpful  to  be  able  to 
locate  information  by  key  words  or 
content  description? 

25.  Would  it  be  helpful  to  be  able  to 
locate  information  by  date,  author, 
subject,  or  other  parameters? 

26.  Do  you  maintain  a  follow-up  system, 
such  as  a  calendar  or  "tickler"  file? 


ANALYZING 

27.  Do  you  perform  calculations  that 
tend  to  be  repetitive  in  nature? 

28.  Do  you  perform  math  calculations  to 
modify  existing  data? 
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29.  Is  the  information  you  need  for 
scheduling  purposes  acceptable? 

30.  Is  the  work  you  do  triggered  by 
computer  reports? 

31.  Are  the  data  processing  facilities 
unavailable  to  you  when  needed? 

COMMUNICATING 


SELDOM/ 
NEVER 


SOME- 
TIMES 


OFTEN 


ALWAYS 


32.  Do  you  make  phone  calls  to  get 
information  that  is  filed  some- 
where else? 

33.  Do  you  make  phone  calls  simply  to 
deliver  information? 

34.  Do  you  make  phone  calls  that  fail 
to  reach  the  person  called? 

35.  Does  this  "telephone  lag"  present 
significant  problems  for  you  in 
doing  your  job? 

36.  Is  information  inaccurate  and 
incomplete  when  telephone  messages 
are  taken  for  you? 

37.  Are  you  required  to  attend  meetings/ 
training  in  in  order  to  provide  or 
receive  information? 

38.  Is  the  information  needed  for  a 
meeting  not  available  at  that 
meeting? 

39.  Do  you  use  visual  aids  in  making 
presentation? 

40.  Are  you  satisfied  with  the  graphics 
support  you  receive? 

41.  Do  you  have  a  need  to  merge  data, 
text,  and  graphics  into  reports? 

42.  Do  you  do  job  related  work  at  home? 

43.  Do  you  use  a  terminal  in  conducting 
your  work? 

44.  Do  you  need  immediate  access  to 
computer  stored  information  during 
working  hours? 

45.  Do  you  need  access  to  computer 
stored  information  outside  normal 
working  hours? 
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ORGANIZATIONAL   CHARTS 
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APPENDIX  E 


QUESTIONNAIRE   RECIPIENTS  AND   INTERVIEWEES/SCHEDULES 


PARTICIPANTS  BY  LOCATION 
Beaverhead  County   (1) 
Brown ,  Mil lie 

Big  Horn  County   (2) 

Hardt ,  Alice 
Zygmond ,  Linda 

Blaine  County   (3) 


Mackie ,  Terry 
Whitney  ,  Tim 


Broadwater  County   (4) 

Holman,  Bonnie 

Carbon  County   (5) 

Lambrecht,  Edwin 

Cascade  County   (7) 

Eagen,  Judy 
Fitzpatrick,  Patricia 
Ha j  ek ,  Mildred 
Hembree,  Carol 
Hilton,  Beatrice 
Johnson,  Lela 
McKinni  s ,  Lisa 
Nelson,  Beverly 
Rigg ,  Don 
Savage ,  Helen 
Stam,  Margie 
Sutherland,  Juanita 
Toogood,  Dorothy 
Zuelke ,  Fern 

Chouteau  County   (8) 

Carlstrom,  Lana 
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Custer  County   (9) 


Chezum,  Connie 
Homme,  Lucy 
Palser,  John 


Dawson  County   (11) 


Shanley,  George 
Torkelson,  Louise 


Deer  Lodge  County   (12) 


Fay ,  James 
Murphy,  Jeananne 
Peterson,  Sherry 


Fergus  County   (14) 

Shelton,  Delores 

Flathead  County   (15) 

Dix,  Sherri 
Gardner,  John 
Hoist,  Judith 
Kahre,  Linda 
Palmer,  Pamela 
Schultze,  Mary 
Tay lor,  Donna 
Triplett,  Evelyn 
Wilson,  Evangeline 
Yeates,  Judy 

Gallatin  County   (16) 

Davies ,  Joan 
Saltiel,  Suzanne 
Schwasinger,  Susan 
Trapp ,  Sandra 

Glacier  County   (18) 

Seubert,  Ethel 
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Hill  County   (21) 


Briese,  Shirley 
Filler,  Judi 
Hybner,  Linda 
Pankratz,  Sonya 
Rominger,  Judy 
Wi lson ,  Barbara 


Jefferson  County   (22) 

Wise ,  Jennifer 

Judith  Basin  County   (23) 
Worm,  Sherri 

Lake  County   (24) 

Bahm,  Donna 
Bystrom,  Judith 
Gowen,  Margaret 
Hipp,  Elizabeth 
Starkel ,  Joyce 
Trusler,  Hazel 

Lewis  &  Clark  County   (25) 

Askam,  Steve 
Haab-Fiedler ,  Freddella 
Holshue-Dudley ,  Barb 
Kranich,  Steve 
Lay,  Cheryl 
Logan ,  Lana 
Murphy,  Larriann 
0 ' Hara ,  Fran 
Peterson  ,  Mary 
Pickering,  Rita 
Ratcliffe,  Dorothy 
Roberts ,  Lynn 
Warford,  Carol 
Waterman,  Norm 

Lincoln  County   (27) 

Hartle,  Adella 
Holder,  Lois 
Spencer,  Catherine 
Willard,  Bill 
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Madison  County   (28) 

Hanni ,  Ethelyn 

Meagher  County   (30) 

Mallo,  Juanita 

Mineral  County   (31) 

Grimes ,  Jerry 

Missoula  County   (32) 

Bocksnick,  Cheryl 
Carlson,  Jack 
Curran,  Dorothy 
Dwyer,  Mike 
Erickson,  Avra 
Grossman,  Arlene 
Gunn,  Patty 
McCoy,  Terryann 
Miester,  Mary 
Mistowski,  Harriet 
Sample,  Sharon 
Wright,  Helen 

Musselshell  County   (33) 
Elich,  Anne 

Park  County   (34) 

Birkeland,  Bonnie 
Freeman ,  Anita 
Sillars,  Patricia 

Phillips  County   (36) 

Cornell ,  June 
Schumacher,  Sara 

Pondera  County   (37) 

Valdauf,  Joy 
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Powell  County   (39) 

Brown,  Mary 
Howery ,  Freda 


Ravalli  County   (41) 

Graham,  Carol 
Henne ,  lone 
Westerlund,  Mary 


Richland  County    (42) 

Neer ,  Lena 

0  '  Toole ,  Holly 


Roosevelt  County   (43) 

Kidd,  Cheryl 
Mues ,  Chery  1 
Segrud ,  Fran 


Rosebud  County   (44) 

Alexander,  Wilma 
Polley,  Gloria 


Sanders  County   (45) 

Callahan,  Theresa 

Silver  Bow  County   (47) 

Evans ,  Dave 
Fogarty ,  Gary 
Kautzman,  Marjorie 
Matson  ,  Ruth 
Myers,  Joan 
Walker ,  Sa  f rona 

Sweet  Grass  County   (49) 
Alt imus  ,  Diane 
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Toole  County   (51) 

Longe  r ,  Helen 

Valley  County   (53) 

Anderson ,  Gay 
Breikjern,  Cora 
Jones  ,  Theresa 

Wheatland  County   (54) 
Wallace,  Dave 

Yellowstone  County   (56) 

Ahlgren,  Kathleen 
Bentz ,  Laura 
Brotzel ,  Betty 
Carlson,  Helen 
Chappell,  Carol 
Collins,  June 
Gigoux ,  Anita 
Herrin ,  Ann 
Huffmaster,  Gary 
Iacopini,  Marcia 
Kelim,  Lori 
Leader ,  Rita 
Martin,  Catherine 
Perez ,  Velma 
Spoja,  Mary 

Community  Services   (57) 

Bartholomew,  Robert 
Hardin ,  Gladys 
McCarthy,  Charlie 
Nordyke ,  Kar la 
Reibein,  Charles 
Wa lsh ,  Gary 
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Audit  &  Program  Compliance   (59) 

Becker,  Marilyn 
Berry ,  Walt 
Blaz  ina ,  Steve 
Brazier,  Marie 
Colvin ,  Sandra 
Dunn,  Ann 
Fr isch ,  Terry 
Merdinger,  Erich 
Miller,  Joan 
Taranik,  Joyce 
Van  Diest,  Linda 
Zottnick,  Brian 


Kalispell  District   (60) 

Maffit,  Bob 
Martello,  Janie 


Billings  District   (61) 

Audet,  Tom 
Blaauw,  Carol 
Goehring,  Blanche 
Graham,  Mike 
Howland,  Jerold 
Zent ,  Camille 


Butte  District 


(62) 


Larango ,  Sam 
Murphy ,  Joe 
Par ini ,  Marti 
Phillips,  Susan 
Shone ,  Peggy 


Great  Falls  District 


(63) 


Adams ,  Jeanne 
Boesplug ,  Dale 
Costello,  Helena 
Houtonen,  Marcene 
Leggate ,  Chuck 
Martin ,  Diane 
Mathews ,  Joe 
Novak,  Marvalee 
Pe j  ko ,  Loretta 
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Miles  City  District   (64) 

Kelly,  Janet 
Matthews ,  Sue 
Schneiter,  Sandy 


Missoula  District 


(65) 


Bateman,  Mary  Ann 
Brown,  Ken 
C lawson ,  Patty 
Connor  ,  Mike 
Domitrovich,  John 
Trusty,  Marilyn 


Helena  District   (66) 

Collins ,  Bill 
Kennedy,  Marlene 
Loos ,  Joe 
McCabe ,  Jimmy 
Weggenman,  Mark 
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Centralized  Services   (68) 

Abrahamson,  Rose 
Betcher,  Deanna 
Cross ,  Rita 
Deyo ,  Jerri 
Kammerman,  Gene 
Manahan ,  Gary 
Nordahl,  Dorothy 
Paynter,  Linda 
Pengra,  Tammy 
Uda,  Kathy 
Vermillion,  Shirley 
Winf ield ,  Joe 
Winslow,  Maryann 


Economic  Assistance   (69) 

Berry ,  Chery 1 
Duncan,  Laurie 
Freeman,  Bert 
Fuson,  Charlotte 
Jensen,  Marilyn 
Joyce  ,  Nor ine 
Kendall,  Cathy 
Lokowi  ch ,  Jon 
Patrick ,  John 
Patten ,  Judy 
Poole,  Charlie 
Tiddy,  Wilma 


Directors  Office 


(70) 


Becker ,  Mike 
Blake ,  Mary 
Bond,  Jean 
Pouliot ,  Dan 
Ramsey  ,  Rhonda 
Sletta  ,  Sandee 
Vestre  ,  Jon 


Rehabilitative  Services 


(74) 


Carpenter,  Gayle 
Donaldson,  Bob 
Jahner,  Bob 
Sanders ,  Carol 
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Disability  Determination   (75) 

Hanson,  Juliann 
McDonald,  Patti 
S  auer ,  Connie 
Solich ,  Mi  ley 
Vercil lin ,  Liz 
Volmer ,  Bill 


Visual  Services   (76) 

Noel ,  Mary  Ann 

Glasgow  District   (79) 

Brown,  Shirley 
Christianson  ,  Dain 

Havre  District   (80) 
Bergh ,  Ray 

Developmental  Disabilities   (85) 

Del signe  ,  Jim 
Hanshew,  Mike 
Hooper,  Cheryl 
Noonan  ,  Larry 
Poniktera,  Linda 


Study2/d2 
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SELECTED  INTERVIEWEES 


SESSION  1:   Tuesday,  September  17,  1:00  p.m. 


Cascade  County 

Don  Rigg 
Helen  Savage 
Patricia  Fitzpatrick 


Hill  County 

Linda  Hybner 


Yellowstone  County 

Anita  Gigoux 
June  Collins 
Carol  Chappell 


Audit  &  Program  Compliance 
Joyce  Taranik 


Billings  District 

Jerold  Howland 


Great  Falls  District 


Marcene  Houtonen 


SESSION  2:   Wednesday,  September  18,  8:15  a.m. 


Lewis  &  Clark  County 
Norm  Waterman 


Community  Services 

Robert  Bartholomew 


Audit  &  Program  Compliance 


Centralized  Services 


Steve  Blazina 


Deanna  Betcher 
Shirley  Vermillion 


Economic  Assistance 


Rehabilitative  Services 


Cathy  Kendall 
Norine  Joyce 


Gayle  Carpenter 
Bob  Donaldson 


Disability  Determination 
Juliann  Hanson 
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SESSION  3:   Wednesday,  September  18,  1:00  p.m. 


Beaverhead  County 
Millie  Brown 


Dawson  County 


George  Shanley 
Louise  Torkelson 


Roosevelt  County 


Billings  District 


Cheryl  Mues 


Mike  Gr<.ham 


Great  Falls  District 


Chuck  Leggate 


Missoula  District 


Marilyn  Trusty 


Glasgow  District 

Dain  Christianson 


Developmental  Disabilities 

Mike  Hanshew 
Cheryl  Hooper 


SESSION  4:   Thursday,  September  19,  8:15  a.m. 


Lewis  &  Clark  County 

Fran  O'Hara 
Steve  Kranich 


Yellowstone  County 
Lori  Kelim 


Community  Services 
Karla  Nordyke 


Great  Falls  District 

Diane  Martin 
Dale  Boesplug 


Helena  District 


Bill  Collins 


Economic  Assistance 

John  Patrick 
Charlie  Poole 


Developmental  Disabilities 
Linda  Poniktera 
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SESSION  5:   Thursday,  September  19,  1:00  p.m. 


Deer  Lodge  County 
James  Fay 


Flathead  County 

Mary  Schultze 
Evelyn  Triplett 


Lake  County 

Elizabeth  Hipp 


Missoula  County 

Jack  Carlson 
Avra  Erickson 
Patty  Gunn 


Ravalli  County 

Carol  Graham 


Silver  Bow  County 

Gary  Fogarty 
Joan  Myers 


SESSION  6:   Friday,  September  20,  10:00  a.m. 


Broadwater  County 
Bonnie  Holman 


Gallatin  County 
Joan  Davies 


Lewis  &  Clark  County 
Cheryl  Lay 


Community  Services 
Gary  Walsh 


Audit  &  Program  Compliance 

Erich  Merdinger 
Brian  Zottnick 


Economic  Assistance 


Jimmy  McCabe 


Centralized  Services 


Maryann  Winslow 


Directors  Office 


Mary  Blake 


Disability  Determination 
Liz  Vercillin 
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APPENDIX  F 


INTERVIEW  PROBLEM  STATEMENTS  BY  CATEGORY 


APPENDIX  F 


PROBLEM  CODES 

DP  =  Data  Processing 

I  =  Information  Distribution 

M  =  Management  and  Administrative  Issues 

R  =  Document  Filing,  Indexing  and  Retrieval 

W  =  Document  Creation,  Capture  &  Revision  (Word  Processing) 


DP  2  Lack  of  access  to  an  on-line  document  creation-revision  system, 
causes  professionals  to  spend  a  great  deal  of  time  modifying  boiler 
plate  kinds  of  documents. 

DP  2  Lack  of  an  on-line  client  information  system  that  is  updateable  by 
field  personnel  results  in  delayed  changes,  errors  in  benefits, 
re-work,  additional  phone  call  work,  and  additional  cost  of  deliv- 
ering benefit,  etc. 

DP  2  Duplicate  manual  systems  are  being  maintained  for  mandated  review 
schedules  because  DP  generated  reports  are  not  coordinated,  are 
inaccurate  and  untimely,  resulting  in  lost  staff  time. 

DP  2  MIMS  input  process  is  complex  and  cumbersome  causing  errors,  loss 
of  time  to  re-work,  etc. 

DP  2  Lack  of  an  on-line  data  entry  capability  necessitates  the  use  of 
complex,  difficult  to  complete  data  forms  which  cause  errors, 
duplicated  efforts,  wasted  staff  time,  benefit  errors. 

DP  3  Untimely,  inaccurate  DP  reports  result  in:  manual  tickler  systems; 
if  there  is  not  a  tickler  system  errors  result,  causing  overpay- 
ments, etc. 

DP  4  Lack  of  statistical  information  concerning  case  count  and  cost  and 
turn  over  rate  from  social  services  (i.e.,  foster  care)  results  in 
management  making  decisions  on  inaccurate  information  and  poor 
public  relations  with  congressional  representatives  and  the  commu- 
nity. 

DP  4  Changes  are  not  being  made  to  the  present  database  because  of  its 
inflexibility  and  the  high  cost  of  restructuring  the  data  base. 

DP  6  Lack  of  an  online  filing  system  causes  delays  in  finding  client 
files. 

DP  6  Lack  of  online  system  to  track  DD  client  openings  for  placement 
causes  problems  for  professionals  and  clients  in  finding  place- 
ments . 

DP  6  Lack  of  online  system  to  track  DD  client  openings  causes  the  pro- 
fessionals to  spend  time  explaining  delays  in  placement  of  clients. 

DP  6  Manual  duplication  of  previously  captured  client  data  causes  wasted 
time,  errors,  delays  in  service. 

DP  6  Phone  tags  in  communicating  with  persons  causes  files  to  be  kept  at 
desks  -  inaccessible  to  other  staff  -  increasing  possibility  of 
lost  information  from  files  and  loss  of  work  space. 

DP  6  APT  Interview  -  Putting  all  FS  recipients  on  computer  to  be  able  to 
choose  FS  cases  for  review  quicker  (no  manual  selection) ;  save 
counties  time  in  handwriting  all  FS  recipient  names  on  ATP  lists. 
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DP  7  There  are  duplicate  automation  efforts  going  on  within  the  Depart- 
ment resulting  in  solutions  that  don't  satisfy  total  agency  needs. 

DP  7  Presently  installed  PC  software  is  not  condusive  to  printing 
reports  and  causes  professional  staff  time  to  be  wasted  trying  to 
get  reports  completed. 

DP  7  There  are  no  Department-wide  guidelines  and  assistance  for  matching 
applications  to  the  best  suited  automation  equipment  and  software 
causing:  poor  utilization  of  equipment  and  staff  time,  increased 
cost  because  of  inappropriate  equipment  purchases. 

DP  8  Lack  of  appropriate  equipment  in  the  field  causes  staff  to  manually 
compute,  compile,  and  calculate,  benefit  standards  which  causes 
errors,  delays,  inaccurate  benefits,  lost  staff  hours,  dissatisfied 
clients. 

DP  9  Information  already  captured  on  the  state  computer  has  to  be 
manually  recopied  onto  a  federally  required  form. 

DP  9  Management  is  unable  to  equally  distribute  workloads  because  case 
lists  are  incorrect  and  manual  calculations  are  used  to  base  deci- 
sions on. 

DP  9  Management  and  professional  time  is  wasted  gathering  statistics 
manually. 

DP  9  SRS  does  not  have  the  ability  to  provide  service  statistics  on  a 
timely  basis  resulting  in  poor  public  relations. 

DP  10  Manual  access  to  other  government  agency  information  results  in 
overpayments,  delays,  untimely  decisions  by  professionals  and 
duplication  of  work. 

DP  10  Lack  of  timely  access  to  current  wage  match  information  causes 
re-work,  errors  in  benefits,  law  suits,  fair  hearings,  and  fraud. 

DP  10  Lack  of  direct  access  to  current  wage  match  information,  unemploy- 
ment compensation,  etc.  ,  results  in  fraud,  fair  hearings,  incorrect 
benefits. 


There  is  a  lack  of  communication  and  poor  distribution  of  informa- 
tion regarding  forthcoming  changes  to  all  areas  that  may  be  affect- 
ed. 

Lack  of  an  agency-wide  forewarning  (broadcasting)  system  for  commu- 
nicating impending  changes  causes  re-work  and  staff  morale  prob- 
lems. 


Due  to  the  lack  of  an  electronic  mail  system  there  are  duplicate 

services,  benefits,  lost  clients  (protective  service  cases) ,  and 

loss  of  money  due  to  more  expensive  communication  methods  used 
(telephone,  mail). 

Staff  spends  a  great  deal  of  time  playing  phone  tag  within  the 
Department  in  an  attempt  to  seek  or  dispurse  information. 

Staff  time  is  lost  attending  information  meetings  when  that  infor- 
mation could  be  distributed  electronically. 

Clerical  workload  is  not  equally  distributed.  Clerical  people 
report  to  different  individuals  from  different  divisions  instead  of 
one  central  supervisor. 

Professionals  are  spending  time  in  records  management  activities 
because  of  a  lack  of  specific  guidelines  that  are  understandable  by 
all  staff. 

Lack  of  uniform  operating  procedures  within  SRS  offices  results  in 
loss  of  time,  inefficiency,  morale  problems. 

There  is  not  a  method  for  office  staff  to  share  information  on 
management  and  office  procedures  and  techniques  with  each  other 
resulting  in  less  efficient  practices,  duplicate  effort,  wasted 
time. 

The  clerical  and  eligibility  technicians  across  the  state  are  not 
operating  under  specific  procedures  for  taking  applications,  docu- 
menting cases,  preparing  budgets,  etc.  resulting  in  numerous  varia- 
tions in  counties,  causing  errors,  difficulty  in  case  transfers, 
Quality  Control  frustrations,  difficulty  training  transferred  and 
new  workers,  difficulty  pinpointing  problem  areas. 

Delays  in  receiving  procedure  manual  changes  causes  overtime, 
incorrect  amount  of  benefits  and  duplication  of  effort  by  staff. 

Distribution  of  information  is  not  timely,  (foster  care  provider 
lists,  DD  case  managers,  etc.)  and/or  not  reaching  the  personnel 
who  need  it. 

The  lack  of  a  method  to  automatically  distribute  clarification  in  a 
timely  fashion  to  all  field  staff  results  in  duplicate  phone  call- 
ing, conflicting  interpretations,  lack  of  uniform  benefits,  law 
suits,  fair  hearings. 

Manual  method  of  distribution  of  information  to  the  field  causes 
information  to  not  be  sent  to  everyone  who  needs  it,  delays  in 
information  being  received,  duplicate  phone  calling  to  ensure  the 
information  gets  out. 

Professional  staff  time  is  lost  disseminating  standard,  routine 
information  in  situations  that  could  be  handled  more  efficiently  by 
automation  methods. 


County  clerical  staff  is  pending  lots  of  time  photocopying  informa- 
tion for  distribution  creating  additional  workload. 


M  1  Current  phone  system  is  inadequate  from  mechanical  capability 
and/or  usage  practices,  and  needed  training. 

M  1  Inadequate  phone  system  causes  additional  workload  for  both  cler- 
ical and  professional  staff. 

M  2  Inadequate  training  for  staff  (using  equipment,  document  creation, 
forms  completion,  case  recording,  letters) . 

M  2  Inadequate  training  for  managers  or  lack  of  information  makes  an 
automated  solution  for  problems  ineffective. 

M  2  Automated  equipment  is  not  fully  used  because  training  is  incom- 
plete for  operators  and  normal  workload  is  expected  to  be  main- 
tained during  training. 

M  2  Management  is  not  trained  in  capabilities  of  automated  equipment 
installed  resulting  in  under  usage  of  equipment  and  expectations  by 
management  that  the  equipment  cannot  fulfill. 

M  2  Additional  filing  is  created  because  of  overpayments  at  the  county 
level. 

M  2  Loss  of  professional  time  due  to  inadequate  training  on  equipment 
already  installed. 

M  2  Management,  professional  and  clerical  staff  are  not  trained  how  to 
use  existing  equipment  and  no  backup  personnel  is  available  to 
assist. 

M  2  Current  equipment  is  not  being  fully  utilized,  because  personnel 
are  not  trained  in  the  equipment  capabilities. 

M  2  We  need  someone  to  deal  with  ongoing  problems  associated  with  work 
station  management,  design,  training  and  application  development. 
This  should  be  a  person  who  is  a  permanent  SRS  employee  not  a 
temporary  consultant. 

M  2  Because  there  is  not  a  clear  cut  training  program  related  to  feder- 
al registers,  service  delivery  is  impeded  and  inconsistent,  it  is 
difficult  for  Helena  office  professionals  to  transfer  knowledge  to 
the  field. 

M  2  Presently  installed  equipment  is  not  used  because  of  a  lack  of  or 
inadequate  training  for  professionals  and  clerical  staff. 

M  2  Staff  does  not  know  the  full  capabilities  of  presently  available 
equipment. 
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M  2  Staff  is  not  completely  trained  on  existing  installed  equipment 
because  of  lack  of  management  commitment  to  training. 

M  2  Lack  of  duty  realignment  by  management  for  equipment.  Operator 
training  and  re-training  time  causes  equipment  to  be  under 
utilized,  productivity  loss,  staff  frustration. 

M  2  Lack  of  training  for  all  staff  in  equipment  capabilities  results  in 
underutilization  of  equipment,  and  time  lost  manually  doing  tasks. 

M  3  Field  staff  are  troubleshooting  Medicaid  System  problems  for  local 
providers  causing  less  time  available  for  duties. 

M  3  Current  vacancy  saving  policy  stinks,  causes  morale  problems,  can 
cause  increased  costs  due  to  errors  and  overtime,  loss  of  existing 
staff  positions  and  staff  turnover. 

M  3  In  past  years  the  legislature  has  authorized  additional  profession- 
al FTE  positions  without  any  increases  in  clerical  support  posi- 
tions which  continues  to  increase  the  clerical  workloads  and 
increases  the  frustration  at  all  levels. 

M  4  Professional  staff  is  lost  because  of  frustration  and  stress  levels 
due  to  unnecessary  and  duplicated  work. 

M  4  Manager  and  professionals  are  doing  clerical  work  in  order  to  get 
it  done. 

M  4  Lack  of  a  central,  single  organized  clerical  support  staff  results 
in  duplication  of  work,  lost  time,  tasks  being  done  manually  that 
could  be  automated. 

M    4    There  is  a  lack  of  clerical  staff. 

M  5  Current  standard  application  forms  are  inadequate,  therefore, 
additional  forms  are  used  in  order  to  capture  pertinent  informa- 
tion. 

M  5  Standard  forms  ask  for  information  that  is  not  applicable  to  the 
situation. 

M  5  Services  to  clients  are  delayed  because  professional  staff  are  tied 
up  with  documentation  requirements. 

M  5  Staff  and  providers  need  on-going  training  for  the  MMIS  System 
(changes  and  form  completion) . 

M  5  State  Medical  payment  authorization  process  is  cumbersome,  causing 
lost  time,  loss  of  services,  delayed  payment,  vendor,  client  and 
staff  frustration. 

M  5  Clerical  staff  time  is  wasted  re-working  automated  form  fill-in 
applications  because  the  forms  are  modified  without  considering 
ramification  and  alignment,  and  printing  is  inconsistent. 
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M  6  Scheduling  problems  (i.e.,  clients,  providers,  staff,  training, 
audits) . 

M  6  Scheduling  meetings  takes  management  and  professional  time  (i.e., 
meeting  rooms,  and  people  calendars.) 

M  6  Staff  spend  lots  of  time  trying  to  coordinate  people  time  in  order 
to  schedule  meetings. 

M    7    The  purchasing  approval  process  is  too  complex. 

M  7  The  lack  of  an  online  system  for  the  purchasing  approval  process  of 
client  equipment  causes  delays  and  additional  work  for  profession- 
als, as  well  as  delays  in  clients  receiving  services. 

M  7  Consideration  is  not  being  given  to  the  ripple  effect  of  changes 
being  made  to  the  current  database  and  are  negatively  affecting  the 
productivity  of  staff  throughout  the  Department. 

M  7  When  policy  clarification  is  needed  or  requested,  they  are  being 
made  without  consulting  all  the  critical  people. 

M  7  Clients  are  losing  services  and  SRS  is  losing  providers  because  of 
Consultec  payment  delays  and  errors. 

M  8  Lack  of  equipment  and  lack  of  working  equipment  causes  delays  in 
document  creation  and  preparation. 

M  8  Lack  of  enough  copy  machines  and  placement  of  copy  machines  causes 
professionals  to  leave  clients  to  make  copies  causing  wasted  time. 

M  8  Outdated  equipment  (mag  card)  is  slow  and  noisy  in  producing  docu- 
ments causing  delays  and  irritated  co-workers. 

M  8  Professional  time  is  being  wasted  because  of  accessibility  to 
needed  equipment. 

M  8  Inadequate  amount  of  equipment  causes  delays  in  processing  document 
creation  and  revision  (i.e.  Displaywriter  printers) . 

M  8  Current  automation  equipment  is  not  being  used  to  full  capacity  due 
to  inability  to  cross  program  funding  lines. 

M  8  Lack  of  adequate  supply  of  automated  equipment  and  training  for 
that  equipment  for  field  staff  results  in  lost  time,  lack  of 
uniformity  and  quality  of  documents. 

M  8  Professionals  are  wasting  time  providing  standard  information 
one-on-one  with  clients  that  could  be  delivered  through  automated 
equipment  (i.e.,  video  presentations,  State  of  California). 

M  8  Lack  of  sufficient  automation  equipment  causes  delays  in  reports, 
lost  staff  time  waiting  to  get  on  the  equipment,  etc. 


M  9  Lack  of  awareness  of  the  statistical  information  available  in  the 
Department  causes  loss  of  staff  time  searching  for  data,  inaccurate 
reporting,  uninformed  decisions,  conflicting  data,  and  re-work, 
destroying  the  credibility  of  the  Department. 

M  9  Some  reports  are  not  clearly  and  specifically  labeled  for  their 
content,  causing  misuse  of  the  information. 

M  10  Due  to  lack  of  direct  access  to  social  security  benefit  informa- 
tion, there  is  a  loss  of  staff  time  in  writing  and  mailing 
inquiries. 

M  11  Professionals  and  providers  spend  a  great  deal  of  time  trying  to 
get  through  to  Consultec. 


Lack  of  a  tracking  system  or  inadequate  system  for  where  files  are 
located  causes  waste  of  professional  time  searching  for  files. 

Lack  of  an  automated  indexing  system  for  closed  files  that  must  be 
retained,  results  in  one  or  more  manual  systems  being  kept,  and 
time  wasted  in  searching  for  information. 

The  lack  of  an  automated  centralized  index  system  for  case  assign- 
ment, causes  staff  time  to  be  wasted,  searching  for  current  case 
worker  and  or  case  file. 

Professionals  are  unable  to  make  timely  placements  of  clients 
because  of  lack  of  current  information. 

Professionals  are  forced  to  respond  to  inquiries  caused  by  the 
delays  in  placement. 

Audit  professional  staff  spend  a  great  deal  of  time  searching 
manually  through  files  of  programs  to  compile  their  reports. 

Inability  to  share  information,  using  present  equipment,  causes 
clerical  staff  to  waste  time  waiting  for  access  to  the  file,  causes 
excessive  file  and  retrieval  requests. 

Files  that  are  fragmented  among  divisions  for  a  particular  provider 
causes  audit  staff  time  to  be  wasted  searching  for  needed  informa- 
tion and  therefore  delays  and  increased  cost  to  do  audits. 

Duplicate  records  are  kept  in  the  state,  county  and  district  pro- 
gram area  and  fiscal  for  contract  invoicing. 

Manual  duplication  of  information  (i.e.,  different  forms  for  dif- 
ferent services  with  the  same  information)  causes  loss  of  worker 
time,  poor  quality  and  diminished  services  delivered,  worker  frus- 
tration. 
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R  3  Duplicate  manual  filing  systems  are  kept  by  professionals  to  ensure 
they  will  be  able  to  find  information  they  need  resulting  in  wasted 
time  that  could  be  spent  doing  their  job. 

R    4    Because  of  a  backlog  of  filing,  document  may  not  even  be  in  file. 

R  4  Because  clerical  staff  does  not  have  time  professionals  are  doing 
filing. 

R  4  Because  of  the  backlog  in  filing,  professionals  and  clericals  are 
spending  excessive  time  in  filing  and  collecting  and  retrieving 
information. 

R  4  Much  clerical  and  professional  staff  time  is  wasted  in  manual 
filing  and  retrieval  of  client  files. 

R    5    Shortage  of  space  because  of  files. 

R  5  Professionals  (ET's)  lose  great  deal  of  productive  time  searching 
for  client  files. 

R  5  Lack  of  space  for  filing  client  files  causing  stacks  of  loose  files 
and  files  to  be  lost,  difficult  retrieval. 

R  5  Manually  searching  through  files  to  determine  last  activity  in 
order  to  mark  for  being  destroyed. 

R  5  Filing  takes  a  great  deal  of  time  because  they  may  be  located  in 
any  of  several  places. 

R  5  Client  service  is  degraded  when  their  file  location  is  not  known 
and  they  are  transferred  between  staff. 

R  5  Professionals  spend  time  manually  searching  client  files  to  audit 
for  follow-up  action. 

R  5  Staff  time  is  lost  because  multiple  production  of  information  is 
required  -  each  in  a  unique  format  -  which  is  now  being  done 
manually. 

R  6  Lack  of  central  on-line  manuals  causes  extra  work  for  professionals 
(i.e.,  searching  manuals,  updating  manuals  and  not  following  cur- 
rent procedures)  causes  lawsuits,  fair  hearings  and  federal 
sanctions. 

R  6  Interpretations  and  clarifications  are  not  uniform  and  not  accessi- 
ble to  all  staff  resulting  in  time  wasted,  lawsuits,  fair  hearings, 
etc. 

R  6  Professionals  are  spending  a  great  deal  of  time  manually  searching 
and  updating  manuals. 

R  6  Lack  of  uniformity  of  updated  manuals  causes  inconsistency  in 
policy  decisions. 
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R  6  Not  having  an  online  system  for  procedure  manuals  causes  incorrect 
benefit  payments  to  clients,  and  staff  using  inconsistent  outdated 
information. 

R  6  Training  of  new  employees  is  lengthy  and  cumbersome  because  policy 
manuals  are  sometimes  inaccessible  and/or  difficult  to  use  because 
of  lack  of  indexing  and  searching  aids. 

R  6  Trained  staff  is  losing  time  assisting  trainees  in  using  present 
manual  system  of  procedure  and  policy  manuals. 

R  6  There  are  too  many  sources  of  policy  to  research  and  it  is  too  time 
consuming  to  varify  them  all,  causing  errors  in  benefits  issued. 

R  6  Lack  of  an  automated  online  system  for  manuals  causes  delays  in 
distribution  waiting  for  printing,  costs  in  mailing,  copying, 
printing  and  staff  time. 

R  6  Audit  Bureau  does  not  receive  updates  to  policy  and  procedures 
manuals,  resulting  in  incorrect  audit  reports  and  recommendations, 
time  lost  by  professionals  and  clericals  in  doing  rework,  and 
vendor  hostility. 

R  6  Clarifications  and  interpretations  of  policy  are  not  dispursed  to 
all  staff  that  need  them  resulting  in  incorrect  benefit  issuance. 

R  6  Credibility  of  Audit  personnel,  internal  audit  process,  and  all  of 
SRS  is  damaged  with  vendors  because  of  lack  of  access  to  current 
policy. 

R  6  Process  of  updating  manuals  is  manual,  untimely,  inaccurate,  diffi- 
cult to  do,  takes  excessive  time  of  professionals. 

R  6  Professionals  spend  a  great  deal  of  time  searching  through  manuals 
for  information  -  when  it  is  found  it  is  likely  to  be  too  late, 
causing  re-work,  incorrect  benefits  for  clients,  excessive  phone 
calling  to  obtain  the  information. 

R  6  Because  of  a  lack  of  an  on-line  system  to  deal  with  interpretations 
of  manuals,  professionals  are  wasting  time  doing  re-work,  errors  in 
benefits,  public  relations  problems  with  clients  and  community. 

R  6  There  is  no  cross  reference  capability  to  manuals,  causing  a  lot  of 
professional  time  wasted,  (ADM-200's  and  Bulletins,  Not  for  Inclu- 
sion, etc.) 

R  6  Lack  of  timely  policy  distribution  to  the  field  staff,  causes 
duplication  of  work,  over  and  under  payments,  federal  sanctions, 
staff  morale. 

R     6     "DITTO" -MANUALS. 

R  6  Lack  of  a  usable,  current  subject  index  for  all  manuals  causes  lost 
staff  hours. 
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R  6  Lack  of  current  and  complete  cross  reference  capability  for  sub- 
jects across  all  manuals  causes  poor  and  inaccurate  decisions  to  be 
made. 

R  7  Manual  tickler  files  are  kept  on  client  files  to  assist  in  locating 
files  causing  additional  workload  for  clerical  staff. 

R  7  Lack  of  automated  equipment  is  causing  staff  to  keep  and  update 
manual  lists  and  tickler  files. 

R  8  Files  are  being  destroyed  to  free-up  space  causing  a  loss  of  his- 
tory that  is  still  needed. 

R  8  There  is  a  lack  of  access  to  historical  information  (i.e.,  no 
indexing  and  retrieval  capability)  resulting  in  professionals 
spending  a  great  deal  of  time  manually  searching,  compiling,  and 
locating  information  and  recreating  work  that  has  already  been 
done. 

R  8  Clerical  people  are  spending  excessive  time  locating  files  for 
historical  reference  and  for  inclusion  of  new  paperwork  resulting 
in  backlog  of  filing,  missing  information,  etc. 

R  8  Present  manual  filing  systems  are  either  not  being  purged  because 
of  lack  of  manpower,  are  being  purged  by  additional  temporary  hired 
help,  or  are  being  purged  by  professionals  because  of  confidential- 
ity. This  leads  to  excessive  file  space  requirements,  unreliable 
destruction  of  files. 

R  8  Lack  of  access  to  historical  (aged)  policy  manual  information 
results  in  applying  current  policy  to  previous  decisions  resulting 
in  law  suits,  fair  hearings,  sanctions. 


W  1  Correspondence  is  prepared  by  professionals  using  photocopied  form 
letters  and  handwriting  in  addresses  resulting  in  poor  usage  of 
professional  time  and  unprofessional  letters  being  mailed. 

W  1  Lack  of  automated  equipment  is  causing  staff  to  do  routine  notifi- 
cations manually  for  regular  meetings  (IHP) . 

W  2  Poor  quality  (photocopied  form  letters)  are  being  mailed  out  daily 
because  of  a  lack  of  automated  equipment  and  clerical  staff  con- 
straints. 

W  2  Professional  and  clerical  staff  spend  time  doing  repititious  steps 
for  document  creation  (i.e.  ,  TIA  forms) . 

W  3  Professionals  (ET's  and  SW's)  are  unable  to  put  all  the  information 
required  into  the  client  file  due  to  a  lack  of  support  staff. 
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W  3  Professionals  capture  information  and  then  clericals  input  the 
information.  Backlog  at  clerical  station  causes  files  to  not  be 
updated  timely. 

W  3  Documents  are  typed  on  manual  typewriters,  proofread  by  profession- 
als, re-typed  entirely  (sometimes  2  and  3  times)  causing  great 
amount  of  professional  and  clerical  time. 

W  3  Lack  of  enough  document  creation  equipment  within  SRS  causes  back- 
logs and  public  relations  problems  with  the  communities  and  staff 
morale  problems. 

W  3  The  lack  of  access  to  automated  document  creation  equipment  for 
management  and  professionals  causes  loss  of  time,  manual  production 
of  documents,  duplicate  work  and  overloading  of  clerical  staff. 

W  4  Dual  records  are  kept  on  clients  by  the  professionals  in  order  to 
have  quick  access  to  information  they  know  they  will  need. 

W    4    Manual  lists  are  kept  of  available  providers. 

W  4  Duplicate  tickler  files  are  kept  for  all  programs  (i.e.,  foster 
care,  EA,  DD ,  day  care,  etc. 

W  4  Foster  care  availability  lists  are  manual  and  inaccurate  thereby 
causing  great  time  delays  for  professionals. 

W  4  Because  of  inaccurate  or  non-existent  lists  (i.e.,  resources  avail- 
able, mailing  lists)  professionals  spend  a  great  deal  of  time 
keeping  manual  lists  resulting  in  wasted  professional  time  and  poor 
quality  of  client  services  delivered. 

W  4  Because  of  the  lack  of  a  well  defined,  uniform,  usable  filing 
system,  staff  spends  time  searching  for  information,  re-working 
tasks,  information  is  missing  from  files  causing  incomplete  audits, 
poor  decisions  are  made.   (Administrative  Management  Files) . 

W  4  The  lack  of  a  well  documented  coding  system  for  word  processing 
documents  created  on  automated  equipment  causes  wasted  staff  time 
in  searching  for  documents  and  re-work. 

W  5  Document  creation  for  client  services  i.e.,  forms  and  reports,  are 
untimely,  sometimes  incomplete  and  are  inaccurate. 

W  5  Lack  of  automated  equipment  causes  manual  typing  and  re-typing  of 
revised  documents. 

W  5  Lack  of  a  professional  work  station  that  allows  online  sharing  of 
documents,  enabling  professionals  to  gain  access  and  revise  docu- 
ments. 

W  5  Professionals  spend  a  great  deal  of  time  proofing  documents  for 
typographical,  grammatical  and  math  errors. 
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W  5  Documents  are  mailed  out  with  errors  because  of  a  lack  of  profes- 
sional time  to  proofread. 

W  5  Clerical  staff  is  forced  to  retype  documents  entirely  because  of 
revision  needs. 

W  5  Policy  changes  from  the  Feds  require  many  people  to  review,  approve 
and  revise  the  information  before  it  is  sent  to  counties  resulting 
in  a  duplication  of  effort  and  delays  in  dispursing  the  information 
causing  errors  in  benefit  issuance. 

W  5  Policy  changes  that  go  through  numerous  revisions  cause  duplicate 
work  load  in  word  processing. 

W  5  Outdated  equipment  is  unable  to  make  document  changes  causing 
wasted  time  in  making  manual  revisions  (total  retype) . 

W  5  Because  of  a  lack  of  an  online  document  creation  system,  profes- 
sionals are  spending  a  great  deal  of  time  manually  creating,  proof- 
ing and  revising  documents. 

W  6  Professionals  are  manually  preparing  mailing  lists  and  envelopes 
because  of  a  lack  of  clerical  support. 

W  7  Professional  time  is  wasted  rekeying  information  from  Data  Process- 
ing reports  in  order  to  do  statistical  and  financial  analysis. 
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CATEGORIES  OF   NEEDS  FOR  SYSTEMS  ANALYSIS 


APPENDIX  G 
CATEGORIES  OF  NEEDS  FOR  SYSTEM  ANALYSIS 

The  APT  Study  Team  suggest  that  there  are  seven  categories  of  needs  which 
system  design  must  satisfy.  Identification  of  these  needs  within  the  Depart- 
ment will  require  an  in-depth  fact-finding  effort  by  the  Implementation  Team. 
Representative  questions  to  which  the  team  must  seek  answers  are  listed  with 
each  needs  category.  Obviously,  the  list  of  questions  associated  with  each 
category  must  be  expanded  by  the  team  so  that  sufficient  information  for 
system  design  can  be  obtained. 

A.    Word  Processing 

1.    As  a  daily  average,  how  many  documents  do  you 

Dictate?   

Prepare?   

Type?      

Proofread?  

Revise? 

File?  j^^ 

Retrieve? 


2.   What  problems  do  you  have  in  performing  these  document-related 
functions? 

Data  Base/Data  Storage  and  Retrieval 

1.  How  much  of  the  information  that  you  need  in  your  job  performance 
is  related  to  street  addresses  and  geographical  locations? 

2.  How  many  reports,  based  on  stored  data,  do  you  generate 

Daily?     

Weekly?    

Monthly?   

Quarterly?  


3.  How  often  do  you  need  to  make  "Ad  hoc  queries"  into  data  bases? 

4.  Do  you  have  a  need  for  an  automated  data  base  to  access  informa- 
tion/data that  is  peculiar  to  your  department? 

Time/Project  Management 

1.  Do  you  have  problems  with  appointment  scheduling? 

2.  Do  you  inadvertently  miss  appointments  or  meetings? 

3.  Do  you  have  difficulty  in  keeping  track  of  project  progress  in 
terms  of  cost,  implementation,  phase  relationships,  etc.? 
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D.  Spread  Sheets/Budgeting/Statistical  Analysis/General  Calculation 

1.  How  often  must  you  perform  mathematical  calculations  in  your  job 
performance? 

2.  How  often  do  you  have  to  revise  columns  of  figures? 

3.  How  often  do  you  analyze  statistical  data? 

4.  Is  "forecasting"  using  numerical  data  part  of  your  job? 

E.  Mail/Electronic  and  Phone 

1.  How  often  is  "telephone  tag"  a  problem  for  you? 

2.  Do  you  have  problems  with  the  internal  distribution  of  letters, 
memo ' s ,  etc . ? 

F.  Special  Purpose  Applications 

1.  Do  you  have  a  need  for  customized  programs  in  your  department? 

2.  Do  you  need  to  automate  manual  filing  systems? 

3.  Do  you  have  a  need  for  special  application  programs  uniquely  tied 
to  the  functions  you  perform? 

G.  Graphics 

1.  Do  you  need  to  use  graphic  presentation  of  data  in  reports,  etc 
produced  in  your  office? 

2.  Do  you  have  a  need  for  special  purpose  graphics  such  as  computer- 
aided  design? 
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QUESTIONNAIRE  PROBLEM    STATEMENTS 


APPENDIX  H 


DIVISION  CODES 

AB  =  Audit  Bureau 

CS  =  Centralized  Services 

DD  =  Developmental  Disabilities 

DO  =  Director's  Office 

EA  =  Economic  Assistance 

SS  =  Social  Services 

VR  =  Vocational  Rehabilitation 

NN  =  Not  Known 


PROBLEM  STATEMENTS  SUBMITTED  ON  QUESTIONNAIRES 

AB  It  is  difficult  to  get  reports  out  within  a  short  time.  So  many 
reports  get  compiled  but  there  are  only  a  limited  number  of  people  to 
review  them.  There  are  times  when  it  is  difficult  to  get  access  to  a 
computer.   Slows  report  process  down. 


AB 


1)  Inadequate  listings  of  payments  to  fiscal,  2)  lack  of  cooperation 
from  providers,  3)  lack  of  time  to  complete  reviews,  4)  sending  an 
auditor  to  do  more  field  work  before  they  complete  the  prior  audit. 

AB      Employee  morale. 

AB  Scheduling  field  audits  for  certain  dates.  Problem  being  that  pro- 
vider personnel  are  on  vacation,  in  workshops,  etc. 

AB  Not  receiving  current  or  changed  contract,  federal,  state  rules  and 
regulations  from  the  applicable  divisions.  This  includes  changes  in 
policies  and  procedure  manuals  that  apply  to  providers. 

AB  Delay  in  receiving  assignments  from  Helena,  delay  in  receiving  case 
records  from  Counties,  no  secretarial  staff  who  could  do  much  of  the 
mail  handling  besides  the  time  that  could  be  saved  having  a  profes- 
sional typist  rather  than  a  Grade  II  amateur. 

AB  In  regard  to  creating  documents;  I  answered  this  section  in  relation 
to  our  Division  secretarial  unit.  When  documents  are  sent  to  Word 
Processing,  turn  around  time  is  at  times  lengthy  and  the  work  is 
periodically  prone  to  errors. 


AB 


Not  enough  time  in  the  day  to  do  all  the  things  necessary  to  perform 
the  j  ob . 


AB  The  biggest  problem  is  inaccurate  information  on  both  the  MMIS  and 
MIMS  systems.  Obstacles  most  noteworthy  are  changing  of  the  systems 
(prioritizing) . 

AB  1)  Awaiting  EA  policy  interpretation  and  legal/fair  hearing  deci- 
sions creates  lengthy  delays  in  case  development/resolution.  2)  Cur- 
rent procedure  in  place  with  Consultec  for  processing  "Restricted 
Recipients"  claims.  3)  No  limits  in  E.R.  Services.  4)  Recipient 
rights  and  freedom  of  choice.   5)  Confidentiality  of  medical  records. 

AB  Responsible  for  a  lot  of  correspondence  -  to  read  and  route  and 
retain  in  a  systematic  order,  to  be  able  to  retrieve  in  a  short 
amount  of  time.  It  is  possible  if  SUPER  organized,  however,  finding 
time  to  get  organized  and  stay  organized  is  a  major  obstacle.  Remote 
Supervision  is  difficult  -  lots  of  phone  time  and  taking  time  to 
write  and  send  memorandums  -  all  very  time  consuming. 

AB  Tremendous  paper  flow,  lots  done  manually.  I  do  believe  there  are 
some  or  many  areas  to  further  the  efficiency  of  the  Quality  Control/ 
Assistance  operation. 
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CS  At  times,  late  information  and  time  studies  for  computing  ratios  and 
percents  on  allocation  sheets. 

CS  Our  travel  system  keeps  developing  bugs  slowing  down  the  checks  being 
output.  Some  of  our  projects  have  low  priority  in  DP,  so  have  never 
been  done  or  take  a  long  time  to  get  done. 

CS  I  would  like  to  see  Day  Care  handled  in  the  same  manner  as  Foster 
Care.  By  putting  Day  Care  on  data  base,  it  would  speed  up  the  pay- 
ments made  to  the  providers  and  also  take  some  work  load  off 
keypunch. 

CS  Continue  with  rewriting  1st  Check  System,  to  make  it  compatible  with 
other  systems  and  to  make  more  information  available  on  the  client. 

CS      Limitations  on  purchasing  (telephones);  time  involved  on  purchases. 

CS      1)  Items  listed  available  at  Central  Stores  "aren't". 

2)  Acquiring  receiving  reports  after  items  have  been  received. 

3)  Continually  having  to  cancel  and  change  purchase  orders. 

4)  Request  for  items  being  submitted  on  wrong  forms. 

5)  Specifications  not  available  when  request  being  worked  on. 

6)  Forms  not  available  when  requested. 

7)  Need  additional  help  for  various  problems  around  building. 

CS  In  obtaining  information  to  process  a  request  for  items,  there  is 
question  whether  to  call  requester  (often  takes  more  than  one  call) , 
call  requester's  supervisor  or  write  a  note  to  the  requester. 

CS  Requests  for  help  in  moving  desks,  etc.  Sometimes  don't  come  thru 
channels  and  are  requested  to  be  done  now.  This  causes  adjustments 
in  workload. 


DD      No  clerical  assistance.   Too  many  top  priorities. 

DD  Obviously  since  our  reduction  in  FTEs  by  the  Legislature  it  has  been 
impossible  to  cover  all  the  bases.  We  simply  do  not  have  enough 
manpower  to  carry  out  the  "hands-on"  work  that  needs  to  be  performed 
on-site  with  the  corporation,  i.e.,  IHP  attendance,  fiscal  monitor- 
ing, training  of  staff,  client  crisis  intervention/  prevention. 

DD  Our  main  problem  in  the  field  is  lack  of  staff,  in  fact,  a  reduction 
of  staff  and  no  reduction  of  workload. 

DD  Many  of  the  reports  we  generate  for  Helena  are  duplicate.  Fiscal 
information  is  submitted  monthly,  then  we  re-check  what  is  on  data 
base,  then  correct  data  base  for  Helena. 

DD  All  of  the  client  tracking  reports  should  be  generated  from  the 
invoices  in  Helena  although  our  current  system  hasn't  been  able  to 
provide  this. 


DD  1)  Giving  communication  up  the  chain  of  command  but  not  back  down  on 
a  timely  basis.  2)  No  long  range  planning  or  direction  from  the  top 
down.  There  seems  only  to  be  reactions  to  crisis  rather  than  preven- 
tative planning. 

DD  There  is  a  system  called  the  client  tracking  system  that  is  color 
coded  and  done  by  hand  by  various  persons,  myself  not  included.  This 
task  is  very  time  consuming  and  takes  away  from  what  else  these  per- 
sons might  be  able  to  do.  This  is  planned  for  a  computer  system  and 
should  be  a  high  priority. 

DD  A  lot  of  the  reporting  formats  such  as  quarterly  review  process  does 
not  cover  what  is  specified  in  the  contract  nor  does  it  make  an 
acceptable  format  for  Board  presentations. 

DD  Data  seems  to  be  collected  without  a  clear  purpose  in  mind.  This 
frustrates  staff.  Also,  decisions  are  made  on  invalid  data  in  which 
comparisons  are  made  against  unequal  data  bases. 

DD  Decisions  for  consequences  are  based  on  criteria  for  providers  that 
we  are  not  allowed  to  discuss  with  them,  i.e.,  criteria  for  waiving 
quarterly  reports. 

DD  Systems,  such  as  screening  or  eligibility  determination  need  to  be 
restructured  to  meet  statewide  needs  rather  than  different  methods  in 
every  town  or  city. 

DD  Garbage  placed  into  computer  will  come  out  of  computer.  SRS  has  been 
on  a  4  year  toot  with  management  information  systems. 

Programmers  or  proto-types  have  been  making  system  decisions.  This 
makes  for  "neat"  (from  standpoint  of  system  theory)  on  paper- systems. 
However,  the  actual  day-to-day  operations  to  create  meaningful  data 
was  never  seriously  considered. 

DD  If  SRS  wants  to  become  efficient  and  utilize  our  resources,  machine 
as  well  as  human,  then  we  must  use  our  own  DP  staff  to  create 
uniform,  useable  programs  for  our  mini-computers  that  are  equally 
user-friendly. 

DD  If  this  study  does  not  make  the  information  systems  in  SRS  equally 
useable  throughout  the  department,  then  one  wonders  why  we  needed  the 
study  in  the  first  place. 

DD  Much  of  the  data  we  collect  is  not  easily  retrievable.  Data  base  is 
not  easily  changed,  although  changes  can  be  made.  No  good  data  on 
client  characteristics.  No  support  staff  for  personal  computers 
inside  the  department. 

DD  1)  Communication  difficulties  between  state  office,  provider 
agencies  and  the  area  office.  2)  The  case  management  system  some- 
times causes  problem  in  coordination  and  communication  between  Com- 
munity Services  social  workers  and  DDD  area  staff  relative  to  client 
issues. 


H  -  4 


DD 


DD  More  work  than  there  is  time.  Having  to  supervise  from  the  tele- 
phone. Keeping  consistent  activities  by  staff,  providers.  No  train- 
ing specific  to  things  like  the  IBM-PC,  Displaywriter,  etc.  We 
really  need  this. 


DO      Gathering  information  on  time. 

DO  Abundant  paper  shuffling/copy  distributions.  Repetitious  budget 
changes/error  correcting.  Budgetary  report  format  consistency. 
Various  government  duplication  of  effort.   Timeliness. 

DO  SBAS  is  a  "God  send"  however:  1)  information  is  available  only  once  a 
month,  2)  format  of  report  is  not  always  useful  in  analyzing/extract- 
ing data;  information  is  restrictive,  in  most  instances,  to  current 
month/year  data. 

DO  Current  SBAS  data  is  manually  being  input  into  personal  computers. 
SBAS  data  should  be  available  on-line  for  "more"  than  one  fiscal  year 
(if  economically  feasible) . 

DO  Difficulty  of  finding  work  (correspondence,  reports,  etc.)  on  discs 
if  original  clerical  person  is  not  available.  No  one  knows  system  of 
filing,  etc. 

DO  No  filing  system  in  Director's  Office,  duplicative  files,  no  system  - 
sometimes  by  date,  by  subject,  by  originator  -  several  file  cabinets 
etc. 

DO  Do  not  know  all  capabilities  of  word  processors  -  i.e.,  report  pack, 
therefore  not  fully  utilizing  resources. 


EA  Because  it  is  important  to  solicit  as  much  input  from  the  field  as 
possible  before  policy  changes  are  made,  it  is  sometimes  difficult  to 
complete  projects  in  a  timely  fashion. 

EA      Word  processing  turn-around  time;  retrieval  of  documents. 

EA  Reduction  in  FTE's  makes  it  impossible  to  carry-out  job  responsibil- 
ities. 

EA      The  replacement  of  personnel  is  cumbersome  and  lengthy. 

EA  Usually  when  we  send  an  ADM-200  for  clarification  to  the  "black 
hole",  we  receive  no  response  for  2-3  months,  if  any,  is  too  long  to 
wait. 

EA  Streamline  paper  process,  i.e.,  get  policies  out  timely  and  have 
these  clear  and  correct.  Streamline  eligibility  process  from  initial 
application  forward. 
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EA      More  realistic  case  recording  requirements  for  Social  Services. 

EA  Have  trainers  who  know  more  than  people  they  train.  Have  EA  and  CSD 
jointly  write  policy  for  overlapping  programs.  More  accountability 
for  District  staff. 

EA  The  biggest  problem  would  be  verifying  information.  There  are  liter- 
ally thousands  of  places  a  person  could  look  if  there  was  enough 
time.  If  we  had  access  through  computer  into  re:  bank  activity, 
out-of-state  wages  and  benefits,  property  ownership,  we  could  be  more 
accurate  and  speedy. 

EA  Need  to  reduce  paperwork.  On-line  terminal  to  input  computer  docu- 
ments and  retrieve  information  quickly  is  needed.  Word  processing 
for  form  letters,  etc. 

EA  The  biggest  problem  with  my  job  is  not  getting  some  information  on  a 
timely  basis  so  I  can  respond  on  a  timely  basis. 

EA  Data  processing  non-cooperation  of  clients  and  employees,  landlords. 
Too  many  cases  and  not  enough  time. 

EA  Terminals  in  field  offices  would  save  time.  A  touchtone  phone  system 
within  each  division  in  the  district  would  save  clerical  staff  time. 

EA  Sometimes  information  needed  to  complete  eligibility  determination  is 
delayed.  Always  too  much  work  to  do.  I  have  frequent  interruptions 
by  clients,  phone  calls,  etc.  TAD's  take  a  lot  of  time  when  an  error 
is  made  -  sometimes  hard  to  figure  out  what  is  needed  to  get  it  on 
the  computer.   Hard  to  get  back  dated  medical  form  on  the  system. 

EA  1)  Manuals  not  specific  enough.  2)  Time  lag  getting  information  onto 
computer  when  there  is  an  error  on  the  EA-1.  3)  Lack  of  immediate 
training  for  new  eligibility  technicians.  4)  Time  lag  in  the  hiring 
process  to  fill  vacated  positions. 

EA  I  am  in  a  one-person  office.  Problems  have  arisen  and  because  I  do 
not  have  an  available  supervisor  at  all  times,  I  have  to  deal  with 
these  problems  alone  and  don't  always  have  the  knowledge  or  experi- 
ence to  make  the  best  decisions. 

EA  Finding  cases  for  client  inquiries/complaints;  gathering  statistics 
on  caseloads  for  breakdowns  to  distribute,  compiling  data  for 
appraisals,  trying  to  keep  morale  up  with  the  staff  shortage. 

EA  Due  to  our  large  caseload  turnover,  our  ET's  continually  are  closing 
cases  and  reopening  others.  The  large  amount  of  paperwork  that  goes 
with  this  is  getting  more  behind  as  time  goes  on. 

EA  Inquiries  take  up  time  and  often  times  the  questions  could  be 
answered  by  a  tape  recording  of  basic  eligibility  requirements  and 
the  way  benefits  are  determined. 


EA  We  are  attempting  to  eliminate  any  duplication  but  it  is  hard  to  find 
time  to  identify  and  then  correct/change  process. 

EA  There  is  no  central  automated  source  of  information.  Obtaining  the 
simple  factual  information  needed  for  day-to-day  operation  is  time 
consuming  and  always  a  little  late.   It  is  also  inaccurate  at  times. 

EA  Clerical  has  problems  in  performing  work  with  speed  and  accuracy  due 
to  large  workloads.  I  do  not  ask  for  information  I  need  due  to  these 
workloads. 

EA  Clerical  staff  have  numerous  deadlines  to  meet.  If  not  met,  I 
receive  complaints  and  hearing  requests.  This  work  seeps  back  to 
technicians  to  answer  complaints  and  handle  emergencies. 

EA  Many  forms,  reports  to  the  court  and  reporting  and  recording  done  by 
social  work  staff  are  laborious  and  slow. 

EA  As  an  administrator,  it  is  difficult  to  obtain  information  on  social 
services  and  impossible  to  obtain  it  in  a  timely  fashion. 

EA  Minimum  cooperation  of  state  office  in  providing  needed  materials 
within  an  adequate  amount  of  time. 

EA      Inadequate  staffing. 

EA  These  questions  appear  (and  are  answered  as  such)  to  be  oriented 
toward  centralized  data  processing  (main  frame) .  My  use  is  more 
oriented  toward  individual  personal  computers. 

EA  The  major  problem  is  allocating  time  to  do  the  basic  job  function: 
final  review  of  cost  report;  desk  reviews.  Special  projects  and 
other  administrative  assignments  and  duties  cut  significantly  into 
the  time  required  to  do  timely  final  reviews  necessary  before  the 
desk  review  reports  are  sent  to  providers. 

EA  Perhaps  a  better  understanding  at  the  county  of  the  why's  and  where- 
fore's of  a  computer  would  be  beneficial. 

EA  Too  much  paperwork.  Not  enough  time  to  do  work  or  to  make  home 
visits. 

EA  FS  -  Remoteness,  finding  good  indicators  of  efficiency  and  effective- 
ness, difficulty  in  fully  communicating  full  needs  of  counties  to 
state  office,  absence  of  resource  for  "best  procedures". 

EA  Inability  to  secure  a  telephone  line  for  phone  calls.  Impossibility 
of  checking  for  resources  or  transfer  of  resources  for  clients  who 
recently  moved  here  from  out-of-state. 

EA      We  need  another  photocopier  and  also  more  phone  lines. 

EA  Time  constraints,  both  mine  and  staff.  Late  information.  Erroneous 
information.   Inavailability  of  information. 
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EA  It  would  be  convenient  and  advantageous  if  the  counties  were 
"allowed"  access  to  the  inquiry  capability  for  MIMS  and  MSIS.  If  the 
ability  exists,  and  the  service  would  assist  the  counties  in  their 
work,  why  hasn't  access  been  approved? 

EA  Because  I  travel  so  much  it  is  difficult  to  keep  on  top  of  all  the 
things  that  need  to  be  done  and  continue  to  pile  up  on  my  desk. 
Filing  is  a  real  problem.  There  is  no  system  developed  and  every- 
thing accumulates  until  I  decide  what  to  do  with  it. 

EA  The  time  involved  that  it  takes  to  verify  VA  and  Social  Security 
income,  property  ownership  is  very  difficult.  Getting  information  to 
process  application. 

EA      Office  space  and  telephone  system  not  adequate. 

EA  Too  many  forms  to  complete.  Some  with  duplicate  information.  Turn- 
around documents,  computers  and  eligibility  factors  can  be  trying. 
Consultec  getting  medical  bills  paid.  Getting  turnaround  documents 
back  quickly.  More  time  needed  for  thorough  investigation.  Policy 
information  late,  not  adequate  time  to  implement  mass  changes. 

EA      Computer  and  TAD's,  Fair  Hearings,  too  many  forms. 

EA  The  biggest  problem  is  staffing.  We  are  to  strive  for  quality  and 
quantity.  Without  adequate  positions,  the  State  cannot  have  both. 
If  you  are  gone  two  weeks,  you  have  two  weeks  work  waiting  for  you. 

EA  Everyday,  the  ET's  and  supervisors  are  receiving  calls  from  providers 
complaining  about  their  bills  that  are  returned  without  payment.  Why 
is  it  our  job  to  answer  these  complaints  when  we've  sent  eligibility 
information  to  Helena? 

EA  Some  of  use  would  like  to  see  forms  combined  and  changed  to  meet  our 
needs.  There  is  a  lot  of  duplication.  We  feel  that  if  we  had  a 
computer  in  the  office  instead  of  TAD's  this  would  also  benefit. 
From  what  we've  heard,  there  are  states  around  Montana  that  have  a 
much  better  system. 

EA  We  are  losing  many  fair  hearings.  We  base  decisions  on  the  informa- 
tion in  our  manuals  and  what  is  given  us  through  our  field  supervi- 
sors. The  county  is  not  given  correct  information.  The  manual 
should  carry  instructions  for  preparing  for  hearings. 

EA  TAD's  being  lost  or  taking  a  month  to  be  returned  at  which  time  the 
original  information  is  outdated  and  TAD  found  in  error.  Having  to 
lie  about  everything  just  to  get  the  computer  to  accept  it.  No  retro 
closure  allowed  on  TADs  for  Food  Stamps.  33  1/3  should  be  eliminated 
from  the  computer  completely.  No  one  really  being  interested  in 
prosecuting  welfare  fraud. 

EA      Duplication  of  most  paperwork. 
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EA  Finding  files.  Getting  verification  from  front  desk  to  the  right 
technician.  Too  many  phone  calls  and  other  interruptions.  Too  much 
work  to  process. 

EA  Not  enough  time  to  process  all  the  work.  This  is  a  result  of  staff- 
ing, too  many  forms,  and  computer  lag  time  and  the  information  we  put 
in  the  computer  sometimes  never  makes  it  to  Consultec.  Information 
not  getting  to  Consultec  creates  phone  calls  and  duplicate  paperwork. 

EA  Due  to  the  many  problems  with  the  computer  system,  desk  top  computers 
would  eliminate  a  lot  of  problems  (calls  and  paperwork  and  duplicated 
eligibility,  etc.)  Manuals  should  be  written  better.  Sometimes  we 
don't  get  updated  pages  as  they  come  months  after  the  rules  go  into 
effect.  Computerized  manuals  (desktop)  would  eliminate  a  lot  of 
time. 

EA  We  are  expected  to  handle  6  major  programs  with  variations  on  these 
programs.  We  need  more  staff  to  do  justice  to  our  work.  This  would 
reduce  the  error  rate,  help  morale  and  reduce  client  hostility.  We 
take  a  lot  of  verbal  abuse  from  clients. 

EA  Not  enough  time  to  do  all  work.  Too  many  forms,  computer  lag  time  in 
getting  forms  back  to  us  or  to  Consultec.  Phone  calls,  duplicate 
forms. 

EA  Difficulty  in  locating  information  in  manuals.  Tremendous  amount  of 
duplication  of  information  when  a  client  applies  for  more  than  one 
program.  The  ability  to  have  direct  access  to  computers  would 
decrease  some  paper  work. 

EA  One  of  the  problems  we  have  in  our  office  is  sometimes  a  printer  is 
not  available.  We  have  3  displaywriters  and  one  printer.  Locating 
TAD's  sometimes  is  a  problem.  (In  regards  to  clients  who  are  opened 
on  a  program,  closed  or  eligible  for  needed  Medicaid  card) . 

EA  Time  lag  in  waiting  for  correspondence  to  be  typed.  My  schedule  is 
tight  and  clerical  have  a  difficult  time  keeping  up.  We  are  experi- 
encing new  staff  which  requires  additional  time. 

EA  Dissatisfied  employees.  Frustration.  Unclear  policy  in  programs.  I 
can't  answer  questions  right  way.   Keeping  caseloads  even. 

EA  Problem  with  poorly  organized,  poorly  written  manuals.  Problem  get- 
ting best  job  done  with  too  large  workloads  for  self  and  staff. 
Problem  getting  clarification  of  policy  timely.  After  routing 
through  two  or  three  people  may  get  answer  to  a  question  faintly 
resembling  the  one  asked.  Pay  inferior  for  amount  of  knowledge  and 
ability  required. 

EA  Inadequate  applications  that  should  incorporate  information  obtained 
by  supplementary  forms  create  duplication  of  information  and  cause  a 
great  deal  of  extra  work.  I  feel  a  number  one  priority  in  expediting 
work  should  be  revamping  all  forms. 
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EA  I  believe  a  line  system  would  even  out  peak  work  loads  during  the 
month,  eliminate  stress  of  short  periods  to  meet  deadlines  and 
enhance  greater  accuracy  of  input  information  and  speed  of  process- 
ing. 

EA  I  work  for  everybody  -  public,  staff  and  SRS  state  staff.  Many  times 
their  needs  and  wants  are  in  conflict  with  each  other.  Trying  to 
keep  harmony  with  such  diversified  interest  groups  is  a  real 
challenge. 

EA  Too  few  workers  for  the  number  of  cases  and  the  amount  of  information 
or  work  done  on  each  case.  Too  much  duplication  information  and 
forms.  Delay  in  receiving  information  and  clarification  from  chain 
of  command.  Time  spent  with  providers  giving  eligibility  informa- 
tion, dates,  problems  with  nonpayment  -  Consultec  change  over.  Only 
1  copier  in  our  office  for  60-70  employees  -  time  wasted  waiting. 

EA  Lost  or  ignored  reviews.  Client's  relatives  neglect  notifying  this 
office  patient  has  returned  home.  Not  enough  microfiche  readers  in 
office.  Most  of  the  ones  here  do  not  work  well.  This  situation 
causes  simple  procedure  to  be  time  consuming. 

EA  At  the  present  time  I  am  not  having  the  severe  problems  I  have  had  in 
the  past  with  time  management.  I  attribute  this  to  having  fewer 
interviews,  and  therefore,  time  for  the  mountains  of  paperwork. 

EA  I  believe  the  medicaid  manual  is  not  as  efficient  as  it  could  be.  It 
would  be  nice  if  it  could  be  revised  in  the  same  manner  the  food 
stamp  manual  has  been. 

EA  Often  not  enough  information  in  manuals  to  determine  assistance.  Not 
enough  time  to  check  out  cases  -  i.e.,  home  visits.  Caseload  too 
large  to  do  a  good  job. 

EA      Unavailability  of  field  supervisor. 

EA      Policy  changes  not  received  timely. 

EA  Problems  in  getting  an  answer  on  questions  we  have  on  administering 
policy  to  determine  eligibility. 

EA  Too  much  work  for  too  few  people,  too  little  time.  Manual,  rules  and 
regulations  ore  often  times  unclear  and  often  times  evaluated  totally 
different  from  one  person  to  the  next  or  one  office  to  the  next. 
Problems  getting  TAD  information  input.  Continually  increasing  case- 
loads, more  complex  rules,  regulations,  more  paper  work. 

EA  Increased  caseloads,  rules,  paper  work,  not  enough  time  to  complete. 
Monthly  reporting  is  time  consuming  and  TAD  problems  irritating. 

EA  Quality  Control  makes  numerous  contacts  to  different  agencies  to 
obtain  personal  history,  income  and  resource  information.  Most 
information  obtained  was  from  that  agency's  own  computer  system. 
Access  to  their  system  would  save  time. 
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EA      Improve  programming  of  TAD  processing.   Lack  of  program  uniformity. 

EA  Microfiche  information  regarding  30  1/3  and  30  for  AFDC  clients  - 
this  would  enable  clients  closed  out  in  other  counties  to  be  verified 
and  eliminate  possible  error.  Update  desk  references  on  a  consistent 
basis  -  for  eligibility  standard  guides.  Conform  all  letters  of 
notification  (pages  to  be  kept  by  Agency  -  make  it  the  same  for  all 
programs.)  Attach  the  EA-4  to  all  applications  with  information 
regarding  its  purpose. 

EA  Supervision  of  personnel  who  have  different  personalities  and  work 
habits,  to  get  them  to  keep  work  done  and  error  rates  low.  Perfor- 
mance appraisals  and  discipline.  Lack  of  communication  among  all 
staff.  Need  more  time  to  present  manual  material  and  changes  and  for 
training  but  large  caseloads,  limited  staff  and  deadlines  make  this 
very  difficult.  Manual  material  that  is  unclear  or  information  that 
is  not  available  in  manuals. 

EA  Staff  shortages  and  increasing  caseloads.  Having  two  offices  in  same 
county  causes  some  problems  in  getting  information  from  one  to  the 
other  and  in  some  supervisory  matters,  both  eligibility  and  clerical. 

EA  My  area  office  just  received  an  IBM  PC.  My  Administrative  Assistant 
received  a  minimum  of  4  hours  of  training  in  the  use  of  the  word 
processing  component.  Neither  myself  or  my  TCM's  have  received  any 
training  in  using  this  computer,  so  it  just  sits  there. 

EA  Delay  and  difficult  in  getting  information  from  BIA  -  on  lease 
income,  etc.  especially  on  a  monthly  basis.  Unemployment  eligibility 
and  benefit  amounts.  Same  on  Work  Comp.  Difficult  to  locate  oil  and 
mineral  rights  —  value,  etc.  Person  coming  from  another  area  — 
vehicle  registration,  property,  etc. 

EA  Staff  shortage.  Information  received  from  the  state  is  not  timely. 
Delay  in  getting  a  TAD  back  if  it  is  in  error.  Consolidation  of 
forms  or  a  listing  of  forms  required  in  a  file  so  when  a  case  is 
transferred  from  or  to  another  county  all  the  information  is  there. 

EA  1)  Ability  to  get  necessary  information  to  computer.  2)  Enough  time 
allotted  to  complete  work.  Often  reports  and  changes  are  requested 
with  too  short  of  time  to  complete  along  with  everyday  workload. 
(Ex.  This  information  (APT)  requested  9-9-85,  due  in  Helena  9-12-85). 

EA  Caseloads  too  large.  Too  much  paperwork  required  monthly  for  each 
case.  Policy  is  not  clear,  especially  on  General  Assistance.  Policy 
is  changed  after  the  fact  which  causes  more  paperwork.  MIMS  is  prob- 
lem. Have  to  lie  to  computer.  Spend  a  lot  of  time  trying  to 
outsmart  or  figure  out  computer. 

EA  Technicians  are  doing  clerical  work,  i.e.,  filing,  monthly  reporting. 
High  caseloads  causing  burnout.  An  on-line  computer  system  would 
eliminate  duplication  of  assistance,  costly  and  time  consuming  calls 
to  other  counties,  increase  information  access  on  a  more  timely 
basis.   It  not  only  would  save  ET  time  but  clerical  also. 
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EA  Turnaround  time  is  a  constant  obstacle.  Errors  in  TADs.  Unclear 
policies-  Redundancy,  e.g.,  repeated  information  in  a  single  case 
file. 

EA  Lack  of  understanding  between  state  office  staff  and  line  workers. 
Lack  of  staff  at  local  level.  Employee  moral  due  to  excessive 
caseloads. 

EA  Too  much  paper  work.  Too  heavy  caseloads  and  not  enough  staff. 
Policy  changes  often  causing  more  paperwork.  Too  much  time  spent  in 
trying  to  get  things  into  the  computer. 

EA  Eligibility  spend  too  much  time  doing  jobs  that  should  be  done  by 
clerical  if  they  had  the  staff  and  time.  Things  such  as  filing  TADs, 
monthly  reports,  and  massive  amounts  of  paperwork.  Case  loads  are 
too  high  to  handle  accurately,  causing  errors  and  burnout. 

EA      Man  power  is  sometimes  not  replaceable  by  computer  power. 

EA  I  feel  it  is  imperative  in  the  future  for  the  ET  staff  to  have  their 
own  computer  if  not  each  have  one. 

EA  Wage  match  information  is  not  accessible  fast  enough  to  meet  the 
needs  of  our  clients.  An  on-line  system  would  eliminate  duplication 
of  assistance  and  costly  telephone  calls  to  other  counties. 

EA  Caseloads  are  high  with  not  enough  time  to  complete  each  job  required 
each  month  (paperwork,  copying  material,  evaluating) .  Policy  changes 
are  received  after  or  just  before  deadlines  creating  more  paperwork. 
MIMS  often  does  not  fit  all  situations. 

EA  Paperwork,  filing  in  cases  done  by  technicians  not  done  by  clerical 
as  under  staffed.  Also  caseloads  to  high  to  handle  effectively  with 
monthly  reports,  amount  of  clients  increasing  and  verification  needed 
on  an  on-going  basis. 

EA  Not  being  able  to  get  a  hold  of  someone.  Clients  that  do  not  show  up 
for  scheduled  appointments.  When  state  changes  the  forms,  'new 
forms'.  Working  with  other  agencies.  Time  limitations.  Workload  - 
not  enough  workers  for  the  amount  of  clients.   Hostile  clients. 

EA  Our  caseloads  are  continuing  to  increase  and  there  are  not  enough 
workers  to  complete  the  job  properly.  This  results  in  errors  which 
are  also  very  timely  when  it  comes  to  correcting  them.  Also  because 
the  caseloads  are  increasing  more  time  is  needed  to  complete  the  work 
so  you  have  anywhere  from  a  6  week  to  2  month  waiting  period  for 
persons  needing  an  AFDC  or  MA  appointment. 

EA      We  desperately  need  more  eligibility  workers  in  Silver  Bow  County! 

EA  I  feel  like  I'm  deluged  with  monthly  reports  and  I'm  wondering  if  I 
can  possibly  make  all  the  necessary  changes  before  the  ADC  and  FS 
deadlines. 
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EA  Although  many  changes  have  taken  place  recently  to  improve  our 
working  conditions,  the  physical  plant  in  which  we  work  leaves  much 
to  be  desired. 

EA  Being  able  to  verify  past  employment  of  clients  quickly  to  enable  us 
to  do  our  job  quicker. 

EA  I  only  do  County  Director  related  work  at  home  because  I  don't  have 
enought  time  to  do  it. 

EA  Although  this  office  does  not  have  direct  access  to  a  main  computer 
terminal,  the  personnel  responsible  for  input  supply  requested  infor- 
mation on  demand  by  telephone. 

EA  Lack  of  adequate  staff  and  lack  of  time  present  the  greatest  barriers 
in  the  performance  of  my  job.  Being  the  only  ET  Supervisor  for  10 
ETs  in  my  county  leaves  me  with  little  time  for  planning  and 
organizing.  As  most  of  my  time  at  the  office  is  spent  on  crisis 
intervention  most  planning,  organizing  and  development  of  training 
must  be  completed  on  my  own  time  at  home. 

EA  I  believe  that  if  ET  Supervisors  were  included  in  some  of  the  general 
training  of  the  capabilities  of  the  Word  Processor,  etc.  that  as 
managers  we  would  be  better  able  to  develop  office  practices,  proce- 
dures and  shortcuts. 

EA  Policies  and  procedures  is  received  piecemeal  or  is  inconsistent  MIMS 
system  generally.  Some  information  sources  take  quite  a  while  to 
receive  information  from.  Caseloads  -  optimum  number  per  worker 
exceeded. 

EA  An  on-line  data  system  would  streamline  both  eligibility 
determination  and  caseload  management  in  my  work  unit. 

EA  Percent  of  time  necessary  to  develop  clarifications  by  EA/Field 
Staff.  Volume  of  requests  for  provider/client  problems.  Volume  of 
caseloads  and  work  period.   Inadequacy  of  time  for  training. 

EA  Any  system  of  automation  is  only  good  if  it  increases  productivity 
through  the  care  and  efficiency  by  which  it  operates. 

EA      Any  automation  needs  to  be  considerate  of  staff  and  client  needs. 

EA  Difficulty  in  getting  information  from  BIA  in  Billings  regarding 
Indian  income  which  we  must  have  to  determine  eligibility  for 
clients.  Efforts  should  be  made  to  have  a  link-up  with  our  State 
computers  and  those  of  the  BIA  as  soon  as  possible  to  get  this 
information,  rather  than  the  slow  and  cumbersome  method  we  now  go 
through  to  obtain  this  information.   This  would  reduce  errors. 

EA  Manual  report  tracking  for  food  stamps  is  time  consuming  for  staff. 
Lack  of  comprehensive  network  of  communication  between  bureaus,  divi- 
sions and  certainly  to  county  offices. 
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EA  Inconsistency  with  regulations.  Some  things  ok  for  food  stamps  but 
not  for  ADC,  etc. 

EA  In  my  opinion,  my  specific  section  could  use  .5  FTE  of  informed 
rather  than  general  clerical/ administrative  support  in  order  to  cover 
clerical/administrative  functions  while  field  personnel  do  field 
work. 

EA  Having  to  wait  for  information.  Nonavailable  information  or  informa- 
tion too  cumbersome  to  process  (incorrectly  packaged) .  Translating 
analysis  requests. 

EA  Translating  data  analysis  needs  is  sometimes  difficul4-  and  time  con- 
suming. Understanding  the  interaction  of  program  components  is  often 
vital  to  the  solution  of  complex  analysis  questions.  I  like  to  do  my 
own  analysis  whenever  possible  because  I  know  where  the  numbers  came 
from  and  don't  need  to  worry  that  all  the  variables  have  been  trans- 
lated and  considered. 

EA  The  biggest  problem  I  have  is  finding  enough  time  to  do  an  adequate 
job  at  whatever  I'm  doing.  And  I  sometimes  feel  that  the  trend  is 
turning  towards  quantity  versus  quality  work.  I  also  find  that 
because  we  do  not  have  a  full-time  telephone  operator,  several 
workers  will  get  phone  messages  and  will  be  trying  to  handle  the  same 
problems  at  the  same  time. 

EA  If  I  had  more  time,  I  think  I  could  come  up  with  more  constructive 
ideas,  but  that's  the  problem. 

EA  It's  frustrating  to  deal  with  the  pickle  folks,  follow  the  manual 
material,  and  have  Social  Security  personnel  call  and  tell  me  they're 
not  going  to  complete  the  1610 's  because  SRS  received  the  entire  tape 
with  the  information. 

EA  Everyday  the  workers  are  frustrated  with  computer  forms  they  can't 
get  through  the  system.  It  would  be  advantageous  for  each  worker  to 
have  a  computer  (terminal)  to  input  their  own  information  and  recall 
data  statewide. 

EA  Not  enough  training  to  perform  supervision  duties  -  policy,  proce- 
dures. Have  found  out  things  by  trial  and  error.  No  help  at  county 
level  and  none  from  Field  Supervisor.  Have  found  it  difficult  to  get 
answers  from  State  re:  problem  cases  on  timely  basis. 

EA  We  need  to  take  a  look  at  ways  to  keep  paperwork  to  a  minimum  by 
developing  forms  for  multipurpose  uses. 

EA  The  IBM  Displaywr iters  that  were  purchased  have  been  very  helpful. 
It  would  be  nice  if  ideas  could  be  shared  so  the  equipment  could  be 
used  to  full  potential. 
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EA  Shortage  of  communication  from  my  immediate  supervisor.  Not  allowed 
to  use  full  potential  as  leadworker.  Don't  get  my  cases  back  from 
supervisor  and  clerical  supervisor  on  a  timely  basis  (at  least  a 
month ! ) . 

EA  Not  enough  file  cabinets  to  file  cases.  Files  are  purged  constantly 
but  can't  keep  up.   Finding  case  files. 

EA  Brand  new  ETs  in  one  unit  not  trained  well  in  GA,  State  Med.,  etc. 
Dealing  with  negative  attitudes  of  our  over-worked  staff. 

EA  I  spend  many  hours  verifying  Social  Security  (and  other)  benefits. 
Our  Bendex-Master  is  not  kept  up-to-date  unless  a  client  is  continu- 
ously in  our  ADC  or  Medicaid  program  so  it  is  of  little  value.  An 
access  to  statewide  Social  Security  benefits  would  be  so  much  faster 
than  writing  and  mailing  a  Social  Security  inquiry. 

EA  A  computer  terminal  to  access  up-to-date  statewide  information  on 
participants  current  status  in  Food  Stamps,  ADC,  Medicaid,  GA,  State 
Medical  would  save  much  precious  time  that  we  now  spend  writing 
letters,  waiting  for  answers,  guessing,  etc. 

EA  All  of  our  program  information  should  be  videotaped  and  presented  to 
groups  of  applicants,  other  agencies,  etc.  This  would  save  the  indi- 
vidual interview  and  presentation  and  would  result  in  saving  hundreds 
of  hours  per  month. 

EA  The  office  should  be  given  a  real  efficiency  expert  for  a  long  enough 
time  to  learn  what  we  do  and  why.  Then  the  office  and  work  flow  set 
up  accordingly.  The  workers  should  have  an  organizational  chart  to 
follow  in  setting  up  their  files,  schedules,  work  load  so  that  there 
is  more  conformity. 

EA  How  about  an  answering  machine  with  pre-recorded  messages  for  the 
telephone  attendants.  Then  when  clients  call  in  -  hundreds  of  them  - 
on  the  first  of  the  month  they  could  state  their  name  and  required 
information  which  would  then  give  the  workers  information  they  need 
to  help  solve  the  clients  dilemma. 

EA  When  new  equipment  such  as  the  displaywriter  is  provided  for  an 
office,  hire  and  train  operators  and  send  them  and  programs  with  the 
equipment.  We've  had  our  displaywriter  for  a  year  now  and  I  can't 
see  that  they've  yet  saved  anyone  time  in  our  office.  Maybe  soon! 
Poor  planning  and  a  big  waste  of  time. 

EA  We  are  so  busy  serving  the  clients  that  we  don't  have  the  time  to 
identify,  reorganize  and  correct  the  problem  which  are  the  cause  of 
our  lack  of  time.   Let's  get  professional! 

EA  Verification  of  absent  parent  returning  to  the  home.  Income  not 
reported  but  we  learn  about.  Actual  residence  (some  get  phony  rent 
receipts) . 


H  -  15 


EA  Policy  information  from  State  not  always  timely,  manuals  are  cumber- 
some and  poorly  written  (exception  -  FS  Manual)  difficult  to  find 
information.  Often  difficult  to  complete  specific  task  due  to 
necessary  interruptions  by  phone,  client  and  ET.  Travel  is  difficult 
in  our  county  due  to  long  distances,  low  income,  so  clients  must  come 
at  their  convenience. 

EA  I  feel  there  exists  some  lack  of  communication  between  state  level 
and  counties.  Although  it's  improving,  there's  still  a  need  for  the 
counties  to  input  on  MIMS,  manuals  and  updating  forms. 

EA  All  eligibility  workers  caseloads  are  high  and  when  changes  in  policy 
reach  the  counties  late,  it's  an  added  stress  factor  to  an  already 
over-worked  technician.  Many  of  these  changes  are  on-going  and 
should  be  available  to  counties  in  plenty  of  time.. 

EA  What  kind  of  incentive  could  the  state  come  up  with  for  technicians 
who  have  few  or  no  errors.  The  counties  need  to  know  they're  doing  a 
good  job. 

EA  Changes  arriving  at  the  county  office  late  causing,  additional 
problems  and  paperwork  for  everyone. 

EA  For  the  many  of  us  who  work  with  the  Native  Americans,  I  feel  work- 
shops in  this  area  to  help  understand  their  culture  and  customs  would 
be  extremely  helpful. 

EA  I'd  also  like  to  see  some  type  of  incentive  for  furthering  education. 
Living  in  a  college  town,  I  am  unable  to  attend  classes  which  are 
offered  during  the  regular  working  hours  because  of  problems  with 
scheduling  and  workload.   Evening  classes  are  very  limited  here. 


SS  Don't  get  enough  information  from  field  services  on  what  is  happening 
in  licensed  facilities.  Lack  of  support  from  Department  for 
enforcing  rules  adopted  by  the  Department. 

SS  The  day  care  payment  system  should  be  "automated".  It  takes  a  day 
care  provider  20  to  25  days  longer  to  be  paid  than  a  foster  care 
provider  because  of  delays  in  handling  the  voucher. 

SS  Finding  things.  Paperwork  takes  too  much  time,  too  many  places  in 
case  file  have  same  information. 

SS  I  feel  that  documentation  of  facts  is  essential  but  not  redocumenta- 
tion  of  the  same  facts  4-5  times.   That  is  a  waste  of  time. 

SS  The  problem  is  the  time  factor  in  completing  by  projected  dates. 
Includes  problems  caused  by  difference  between  State  and  Federal 
fiscal  years. 
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SS  Major  obstacle  is  accessibility  to  information.  Much  is  required  via 
mail/phone  and  often  delayed  in  receipt.  Also  telephone 
communication  require  excessive  amounts  of  available  time. 

SS  Unclear  assignments  which  do  not  include  prior  or  post  activity  or 
information  about  what  is  going  on.  Often  leaves  you  feeling  like 
you're  working  in  a  vacuum.  I  feel  that  the  education  and  experience 
I  was  hired  for  are  not  utilized  to  advantage. 

SS  I  believe  there  is  a  great  deal  of  duplication  between  what  I  am 
assigned  to  do  and  what  others  in  this  Division  are  also  assigned. 

SS  There  is  not  always  a  clear  assignment  -  that  is  the  information 
needed  is  sometimes  not  the  information  obtained  due  to  vague 
questions  and  a  lack  of  viewing  a  total  picture. 

SS  I  think  it  will  be  difficult  to  improve  performance  with  automation 
and  "modern  technology"  without  addressing  improved  management  capa- 
bilities. Faster  and  better  machinery  can  only  help  if  you  know  what 
you  are  supposed  to  be  doing. 

SS  Lack  of  cooperation  among  medical  sector.  Many  times  they  (physi- 
cians) do  not  cooperate  and  give  information  we  need  to  work  with 
clients  or  making  the  best  plan.  Often  agencies  forget  we  have  the 
best  interest  of  the  client  in  mind  and  only  think  of  themselves. 

SS  Filling  out  forms  are  repetitive  and  complicated  (e.g.,  information 
for  medicaid,  psis,  and  CSD-1  are  basically  the  same).  Finding 
previous  referrals  is  sometimes  an  arduous  process  (don't  know  if 
case  has  been  reopened,  may  be  filed  under  another  name) . 

SS  The  importance  of  automation  in  social  work  caseloads  should  not  be 
overlooked. 

SS  Tracking  old,  reopened  or  newly  opened  cases  can  be  very  time  consum- 
ing. Need  immediate  access  to  update  information,  particularly  in  a 
statewide  search  for  information  as  well  as  local  office. 

SS  Automation  would  facilitate  writing  of  home  studies,  social  summaries 
and  reports  to  the  court. 

SS  Feeling  crowded  and  have  to  work  to  block  out  others  work  noise 
around  me.  The  piling  up  of  emergencies.  Time  to  do  paperwork  - 
have  to  take  work  home  often  to  stay  on  top  of  things. 

SS  I  understand  the  need  for  keeping  statistics,  but  I  find  the 
paperwork  unrewarding. 

SS  District  meetings  to  have  manual  material  reviewed  generate  feelings 
that  my  time  could  be  better  spent.   Not  enough  time  to  do  the  work. 

SS  Physical  amount  of  paperwork  and  files  that  accumulate  on/around  desk 
areas  and  the  frustration  caused  by  that. 
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SS  Policy  not  always  coming  as  manual  revisions,  but  as  memos;  ADM-200's 
—  no  central  place  to  store  or  locate  these.  Excessive  written 
communications  from  CSD  —  not  well  identified  as  to  priority  or 
distribution.  Difficulty  reaching  people  by  telephone  when  immediate 
policy  interpretation  is  required.  Lack,  of  backing  at  State  level. 
Previous  serious  lack  of  communication  in  local  office.  Lack  of 
placement  resources  and  information. 

SS  Keeping  track  of  resource  material  collected  over  past  14  years. 
Many,  many  families  all  with  individual  needs.  Constantly  working  at 
developing  resources  for  assisting  families,  support  groups, 
training,  etc. 

SS  I  have  maintained  adoptive  statistics  for  the  past  12  years  through 
hand-written  entries.  A  computerized  list  of  families  on  our  inquiry 
list  would  help.   We  regularly  have  general  mail-outs. 

SS  Lack  of  placement  resources  and  lack  of  information  concerning  what 
is  available.   Lack  of  privacy  in  office. 

SS  1)  Writing/dictating  studies  (8-10  pages).  2)  Creating  outlines  and 
standardized  forms  to  facilitate  job.  3)  Mass  mailings  are  difficult 
to  almost  impossible.  4)  Lists  of  facilities  takes  up  much- to-much 
time. 

SS  Too  many  duplicate  forms  especially  in  opening  foster  care.  CSD-18 
dumb  and  irrelevant.  CSD-430  bad  form,  leave  off  "from"  and  "est 
time".  CSD-110A  is  waste  of  time  because  requires  more  than  can  be 
supplied  at  times. 

SS  Obtaining  certain  information  from  community  resources  (is  to  prepare 
for  court)  (confidentiality) . 

SS  Not  enough  time  to  do  case  recording  and  documenting  case  plans  and 
social  studies.  Too  many  cases.  Too  much  time  scheduling  IHP  meet- 
ings.  Poor  telephone  system. 

SS  We  don't  always  have  the  pertinent  legal  information.  We  don't  have 
authority  to  do  a  full  investigation.  Hard  to  find  time  to  document 
all  pertinent  information.  We  need  more  community  education  on  Elder 
Abuse. 

SS  Some  work  environments  aren't  particularly  conducive  to  productivity. 
Our  office  has  been  worse,  but  it  could  be  better,  too. 

SS  Time  needed  to  prepare  fiscal  reports.  Ability  to  review  all 
programs  quarterly  to  compare  to  allocation. 

SS      Greatest  obstacle  appears  to  be  completion  of  paperwork. 

SS  To  be  put  on  local  computer  -  entire  foster  care  system,  caseloads  of 
all  social  service  staff,  information  about  services  provided,  treat- 
ment agreements,  schedule  of  foster  care  review  dates,  administrative 
reviews  and  I.H.P.'s. 
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SS  Day  care  information  on  computer,  court  forms  for  custody  of  children 
and  all  data  collected  on  CDS  and  APS  referrals. 

SS      There  is  a  great  need  for  additional  dictating  equipment. 

SS  I  would  like  to  see  personal  computerization  of  the  TRIC  library. 
Routine  training  should  be  available  for  staff  in  the  use  of  personal 
computers.  Training  should  relate  to  the  specific  needs  of  the  Divi- 
sion/Bureau. 

SS      Tenants  are  hostile  at  times. 

SS  Too  many  demands  on  social  services.  Not  only  mandated  services,  but 
also  info,  referral,  catch  all.  Difficult  to  finish  anything. 
Crisis  to  crisis  nature  is  norm. 

SS  Phone  system  is  grossly  insufficient.  5-10  minutes  wait  for  a  line. 
Case  activity  documentation  is  time  consuming,  hard  to  read.  IHP 
scheduling  is  hard  to  coordinate. 

SS  If  we  could  dictate  briefly  after  each  contact,  the  way  doctor's  do, 
and  have  this  added  to  cases  without  our  having  to  write  it  in  long 
hand. 

SS  Difficulty  in  reaching  home  attendant  in  Poplar  because  we  don't  have 
an  office  there. 

SS  Coordination  of  information  on  social  services,  with  the  BIA. 
Specifically  foster  home  parents  and  homes  that  are  available.  This 
is  necessary  because  sometimes  the  BIA  doesn't  handle  Indian  children 
who  are  not  enrolled. 

SS  I  do  not  receive  current  placement  information  (changes,  closures) 
from  Probation  Department  in  a  timely  manner.  This  causes  a  large 
delay  in  information  submitted  to  Budgets  &  Contracts  regarding 
foster  care  placements  and  payment. 

SS  Reluctance  of  people  to  report  cases  of  abuse,  neglect  or  exploita- 
tion. Lack  of  community,  statewide  and  national  interest.  Lack  of 
value  of  Adult  Services  work  on  the  part  of  state  policy  makers. 
Lack  of  valuable  training  to  experienced  workers,  lack  of  good 
resources. 

SS      Questionnaires  that  rob  time  from  the  duties  assigned. 

SS  No  dictating  equipment,  negative  attitudes  on  the  part  of  some  "team" 
members. 

SS  Not  enough  staff  during  certain  peak  periods  of  referrals  of  abuse 
and  neglect. 
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SS  Child  protective  information  held  in  the  state  computers  is  very  slow 
in  coming  which  renders  it  useless  in  an  investigation  that  is  time 
conscious.  I  find  my  time  extremely  limited  to  do  an  adequate  job  on 
all  job  tasks.  This  could  be  because  I  am  a  single  county  worker  and 
there  is  limited  resources  that  are  available  to  utilize. 

SS  Coordination  and  implementation  of  division  policies  and  procedures 
with  various  non-agency  personnel  -  county  attorney,  youth  court, 
tribal  courts,  and  so  on. 

SS  Coordination  of  services.  I  have  trouble  getting  IHP  team  members 
together  sometimes. 

SS  I  do  keep  waiting  lists  for  the  local  DD  screening  committee  which 
would  be  nice  to  store  in  a  computer.  It  would  be  nice  for  making 
monthly  additions  and  deletions. 

SS  The  fact  that  everything  (almost)  is  done  by  phone  or  mail  can  cause 
problems.  When  this  office  is  deleted  from  the  mailing  list,  we  do 
not  receive  all  the  information  sent  out. 


SS 


I  am  required  to  do  a  lot  of  travel  as  well  as  depend  very  heavily  on 
the  phone. 


SS  Stress.  Non-appreciative  professionals  who  degrade  efforts  of  this 
agency.   Lack  of  time  to  do  much  in  way  of  prevention  of  CAN 

SS  Not  being  able  to  contact  someone  you  need  for  case  management, 
visits.  Clients  that  are  hostile.  Occasionally  working  with  other 
agencies.  Client  contacts.  Paperwork!  Time  limitation,  court 
calendars.  Providing  services  out  of  job  training  (re:  financial 
forms) . 

SS  Caseloads  are  often  very  high  with  many  different  complications  aris- 
ing. The  work  we  are  expected  to  complete  to  effectively  perform  our 
jobs  is  often  difficult  to  accomplish. 

SS  There  is  often  difficulty  in  generating  required  paperwork  and 
reports  in  a  timely  manner. 

SS  There  are  not  enough  placement  options  for  truely  difficult  to  place 
children.  As  far  as  paperwork  is  concerned,  there  are  times  when  I 
do  not  submit  it  in  a  timely  fashion  and  when  it  seems  like  there  is 
too  much  of  it.   But  I  do  not  see  how  that  can  be  prevented. 

SS  The  documents  I  generate,  such  as  court  reports,  social  studies  and 
home  studies  are  processed  in  a  timely  fashion  by  our  secretaries.  I 
know  this  is  not  easy  for  them  to  accomplish,  and  I  have  seen  them 
working  off-hours  to  keep  work  flowing. 

SS  I  do  know  the  Displaywriter  simplifies  typing  of  Social  Service 
reports,  but  because  of  limited  access,  the  secretaries  cannot  often 
use  it. 
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SS  One  aspect  of  Social  Service  information  processing  involves  access 
to  the  Supervisor  or  the  material  maintained  at  the  District  Office. 
Sometimes  it  is  difficult  to  catch  the  Supervisor  in,  especially  when 
he  is  in  the  field;  however,  the  state  office  is  very  supportive  in 
filling  those  needs  when  it  is  necessary. 

SS  Workload  distribution  problems.  Work  flow  problems.  Staff  attitude 
toward  job. 

SS  Inability  to  keep  up  with  federal  regulations  for  foster  care.  Paper 
lag  in  foster  care  and  CPS  Central  Registry  reports.  (No  local 
terminals) .  Too  many  bases  to  cover  for  resource  workers.  Too  few 
secretaries  for  line  staff.  Insufficient  training  in  some  areas  for 
staff.   Lack  of  resources  for  clients. 

SS  We  often  work  with  the  same  clients  as  Economic  Assistance.  I  have 
long  felt  that  EA  and  CSD  need  a  common  computer  system  and  that 
terminals  should  be  liberally  provided  to  every  office.  We  could 
eliminate  hassles  for  clients,  delays  for  everyone  and  error  rates. 

SS  The  legal  system  does  not  keep  in  pace  with  CAN  cases.  Too  much 
paperwork.  Increasing  cut  back  of  services  to  families  with  whom  we 
work. 

SS      Not  enough  time. 

SS  Problems  with  interagency  overlap,  communication  between  various 
administrative  units,  legislative  mandates,  and  funding  to  carry  out 
programs. 

SS      Policy  clarification,  changes,  development. 

SS      Interpersonal  conflicts.   Too  much  to  do  in  time  given. 

SS  Obtaining  social  security  and  birthdates,  address  and  telephone 
numbers . 

SS      Unclear,  nonconcise  direction/supervision  from  supervisor. 

SS  1)  Too  much  time  spent  on  paperwork.  2)  Too  little  time  remaining 
to  do  client  contact.  3)  Financial  limitations  in  providing 
services.   4)  Too  low  pay  for  self. 

SS      Not  enough  time  in  the  day ! 

SS  Lack  of  office  space  for  non-open  files  even  though  we  just  moved 
into  new  offices.  Because  of  this  some  old  files  are  being 
destroyed.  At  times  we  have  later  needed  the  case  info  for  various 
reasons.  Wish  the  day  care  CSD-la's  were  on  computer  forms  like  the 
foster  care  CSD-l's  are  -  would  be  much  easier  to  make  changes  etc. 
once  the  client  was  opened  the  first  time. 
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SS  Keeping  track  of  cases,  action  needed  and  progress.  Keeping  all 
staff  informed  of  the  same  information  or  notices.  Distance  not 
being  available  to  assist  and  support.  My  supervision  also  being 
available  at  a  distance.  Lack  of  available  resources  including 
competent  staff  (other  agency)  and  FC  providers. 

SS  The  greatest  frustration  of  field  staff  is  to  not  have  time  to  work 
with  clients  because  of  paperwork  which  is  often  duplicative.  I  feel 
some  better  prepared  clerical  staff  would  be  an  asset  to  field  staff. 
There  are  a  lot  of  tasks  that  could  be  done  by  clerical  with  approval 
by  Social  Workers  or  supervisors  that  currently  take  a  lot  of  staff 
time. 

SS  Unless  field  staff  have  training  in  retrieving  automative  information 
-  don't  have  it!  Frustration  could  get  very  high  with  absences, 
turnovers,  etc.  Moral  and  support  issues.  Hopefully,  automative 
processes  would  lighten  loads  so  staff  could  feel  good  about  what 
they  do  have  to  do  for  programs  and  services  to  the  client. 


VR  In  a  multidimensional  job  it  is  difficult  to  establish  the  system  by 
which  pertinent  information  is  stored  and  accessed.  Too  much  time  is 
devoted  to  retroactively  collecting  and  organizing  data  to  report. 

VR  Low  Case  Service  Budget  and  Travel  Budget.  Rehab  teacher  not  co- 
located. 

VR  Lack  of  adequate  funding,  significant  others  not  in  when  needed, 
mounds  of  paperwork,  a  need  to  play  numbers  game. 

VR  The  paperwork  is  repetitive.  Caseloads  are  high  in  number.  This 
sometimes  takes  away  from  spending  quality  time  with  clients  and 
providing  effective  Rehab.  Services. 

VR  It  would  be  nice  to  have  a  typewriter  with  a  memory  or  a  word  proces- 
sor because  I  have  a  lot  of  form  letters  that  I  use  and  have  to 
retype  or  make  copies  of. 

VR  I  am  legally  blind,  much  print  and  all  computer  printed  material  is 
inaccessible. 

VR  1)  An  excessive  amount  of  time  is  required  to  make  WATS  calls  to  the 
Kalispell  area.  2)  Please  consider  speech  output  for  terminals  to 
be  placed  in  VSD  offices.   3)  Touchtone  phones  would  save  time. 

VR  Computer  breakdowns  occur  periodically  and  shut  practically  the 
entire  operation  down,  thus  creating  backlogs  in  production. 

VR  1)  High  volume  of  often  repetitive  written  material.  2)  Lack  of  and 
difficulty  in  gathering  information  and  data.  3)  Not  enough 
available  secretarial  time  (too  much  routine  handled  by  counselors)  . 
4)  Too  many  interruptions.  5)  Because  of  number  1  above,  I  do  not 
produce  enough  written  material  to  adequately  enter  case  records. 
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VR  Internal  review  process  and  justification  for  needed  computer 
hardware  and  software  in  order  to  do  the  job  gets  "bogged  down".  The 
same  holds  true  on  purchase  orders  having  to  go  to  the  D  of  A 
Purchasing  Division. 

VR  We  have  a  serious  problem  with  amount  of  clerical  help.  We  need  a 
full  time  telephone  operator  in  the  Great  Falls  District.  This  would 
free  up  my  clerical  people.  Sometimes  I  can't  get  things  done  on 
time.   Other  than  that,  we  do  ok. 

VR  Basically,  I  remain  convinced  that  the  VR  program  is  viable  and  doing 
what  it  should  be  doing.  We  could  certainly  do  better,  if  we  could 
automate,  i.e.,  mag  card  typewriter  and  computer  terminal  in  each 
office. 

VR  We  are  also  1  FTE  short  in  the  Great  Falls  Regional  Office.  This 
should  be  a  clerical  position  to  answer  the  phones  and  work  for 
Economic  Assistance. 

VR  I  have  problems  due  to  the  large  geographic  area  in  meeting  with 
clients  and  arranging  services  with  cooperating  agencies  that  have  a 
large  turnover. 

VR  I  would  like  to  see  a  decrease  in  the  amount  of  "needed  documenta- 
tion"; some  of  our  computer  generated  documents  are  not  returned  to 
us  as  we  need  them  (errors  in  Helena)  on  the  R-300. 

VR  Logistics  of  covering  entire  eastern  half  of  the  state  in  terms  of 
transportation,  when  one  is  unable  to  drive.  Much  of  the  paperwork 
instructional  staff  is  required  to  complete  is  redundant  as  counselor 
files  already  have  same  information. 

VR  Computer  printouts  of  client  caseload,  status,  etc.  is  very  difficult 
to  read  due  to  poor  contrast,  small  print  size,  format  spacing,  etc. 
Because  of  this  I  don't  take  the  time  necessary  to  fully  read  print- 
outs as  a  low  vision  person  must. 

VR      A  lot  of  work  I  do  is  then  redone  in  Helena  -  on  the  computer  -  and 

then  we  are  sent  computer  printouts  which  we  have  to  type  on  -  this 

constitutes  a  lot  of  duplication  plus  extra  time  in  putting  papers 
back  in  the  typewriter  for  additional  information. 

VR  We  spend  a  lot  of  time  answering  the  phone  for  our  office  (rehab) ,  as 
well  as  for  the  other  offices  in  our  building.  This  causes  many 
interruptions  which  leads  to  delays  in  getting  typing  done.  We 
receive  numerous  calls  a  day  for  the  Welfare  Office  as  information 
gives  them  our  number  since  it  is  no  longer  listed  as  "Welfare"  in 
the  phone  book. 

VR  Although  I  do  not  do  a  lot  of  photocopying  myself,  we  desperately 
need  a  copy  machine  on  the  main  floor  of  our  building. 

VR  Our  phone  system  is  so  out  of  date  we  can't  get  replaceable  parts. 
Whoever  is  responsible  for  this  should  be  ashamed  of  themselves. 
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VR  Computer  terminals  for  RSD  bookkeepers  would  save  a  lot  of  time  and 
paperwork  and  duplicated  work  and  time. 

VR  Too  much  case  file  documentation  required,  case  files  are  burdened 
with  redundant  documentation.  State  authorizations  are  too  complex 
and  take  too  long  to  process.  State  process  for  purchasing  equipment 
is  sometimes  a  disaster  for  clients.  Agency  eligibility  is  often  too 
narrow  for  the  type  of  client  that  needs  our  services.  Informational 
retrieval  is  often  too  slow  or  too  limited. 

VR  One  area  of  problems  relates  to  low  vision  clients  and  staff  workers. 
State  generated  forms  are  often  difficult  to  read  due  to  poor 
contrast  or  small  print.  Sometimes  the  color  of  the  forms  make  the 
contrast  worse.  One  particular  form  that  is  very  difficult  for  the 
low  vision  person  to  read  is  the  R-300.  This  form  is  used  to  store 
much  information  about  clients.  It  would  be  most  helpful  to  have  a 
copy  machine  available  with  an  enlarging  feature. 

VR  This  issue  has  been  previously  touched  on  and  it  concerns  the  amount 
of  paperwork.  I  cannot  stress  how  much  efficiency  is  lost  and  how 
much  is  wasted  from  the  redundancy  of  paperwork.  Great  amounts  of 
time  are  wasted  in  order  to  demonstrate  good  accountability. 

VR  Principally,  delays  in  the  generation  or  receipt  of  statistical 
information  necessary  to  predict  performance  or  statistically  monitor 
assigned  budgets. 

VR  Recently,  I  have  requested  hiring  authority  for  additional  clerical 
support.  In  my  estimation,  this  could  be  foregone,  if  at  the  very 
least  each  District  Office  within  the  Rehabilitative  Service  Division 
were  furnished  with  computer  terminal  and  word  processing  equipment. 
As  the  title  of  this  study  indicates,  automation  would  probably 
eliminate  the  need  for  additional  staff. 

VR  Insufficient  monies  to  provide  adequate  services  to  clients,  as  well 
as  overwhelming  (at  times)  "paperwork"  which  inhibits  quality  job 
performance.  A  lack  (or  at  least  a  general  feeling  of) 
administrative  support  and  commitment  to  problem  solving.  An  endless 
creation  of  new  procedures  and  steps  in  completion  of  job  duties. 

VR  Many  hours  are  wasted  performing  functions  and  tasks  that  should  be 
eliminated  by  computerizing  Counselor's  paperwork. 

VR  I  feel  every  District  Supervisor  should  be  carrying  a  client  caseload 
so  they  would  have  a  current  understanding  of  a  Counselor's  duties. 

VR      1)  POMS  (programs  manual)  is  large  and  information  hard  to  locate. 

2)  Every  disability  case  requires  individual  reviews  -  all  cases  are 
different.  3)  Social  Security  Administration  has  ridged  time  guide- 
lines and  we  are  often  under  a  lot  of  pressure. 
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NN  Social  Workers  do  lengthy  reports  to  the  court,  home  studies,  etc. 
which  need  to  be  revised  and  multiple  copies  sent  out.  However,  in 
my  position,  quite  often  I  compose  many  letters  and  memos  that  I  can 
do  more  quickly  on  a  typewriter  than  I  can  on  the  displaywriter.  I 
also  feel  that  the  print  quality  of  the  displaywriter  is  poor. 
Because  of  lack  of  staff,  we  feel  we  haven't  had  the  time  needed  to 
do  some  of  the  things  we  would  like  on  the  displaywriter. 

NN  Information  from  FS-ll's  and  22 's  could  be  transferred  directly  to 
the  Word  Processor  instead  of  the  HPR  card  first.  Preprinted  forms 
should  be  set  up  for  the  Word  Processor  and/or  typewriters  more 
accurately. 

NN  More  input  from  local  office  personnel  should  be  requested  prior  to 
setting  up  new  forms.   New  typewriters  would  be  a  help. 

NN  I  feel  my  food  stamp  manual  may  need  updating  as  I've  had  no  new 
instructions  on  it  except  by  phone  calls  for  at  least  3  years. 

NN  Due  to  the  secretarial  shortage  in  this  office  and  the  increasing 
workload,  the  importance  of  being  able  to  do  a  mass  amount  of  work  in 
the  short  time  available,  the  availability  of  the  Displaywriter  is  of 
great  importance.  There  are  instances  when  we  are  requested  to  find 
information  which  is  stored  in  the  Displaywriter  system  and  the 
terminal  is  already  occupied,  making  access  delayed. 

NN  The  possibility  of  having  some  sort  of  computer  terminals  at  the  ET's 
desk  would  save  a  lot  of  leg  work  along  with  providing  access  to 
other  information  units  which  would  save  in  paperwork  and  would,  I'm 
sure,  lower  the  QC  error  rates. 

NN  High  caseloads,  staff  shortage.  Concerned  that  automation  will 
result  in  the  cut  of  more  jobs  that  will  increase  the  jobless  rate 
even  further.   Need  more  advance  notice  of  state  changes. 

NN  We  go  by  appointments  only  here,  this  often  runs  into  problems  and 
clerical  take  staff  harassment.  Long  wait  for  clients  to  get  infor 
an  appointment  when  the  need  is  now. 
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